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Abstract of the thesis entitled: The Use of Disabled Service Employees: 
Consumer Responses andStrategic Implications 
Submitted by SHU Yin Man for the degree of Master of Philosophy in 
Marketing at The Chinese University of Hong Kong 
The objective of this study is to investigate 1) the mechanism by which consumer 
forms their attitude and intention to use the service performed by people with 
disability, 2) how different type of information improve their attitudes and intention 
towards such service under different job conditions. Based on the causal relations 
specified in the conceptual model, it was hypothesized that information would have 
an impact on people's attitude towards the service performed by disabled via 
influencing expected outcome quality and feelings towards such service. It was also 
hypothesized that the type of jobs (core service versus supplementary service) would 
have a moderating effect on the relationship between information and the consumer 
responses. 
A 2 (core service versus supplementary service) x 3 (no information versus assurance 
information versus social benefits information) experimental design was adopted for 
this study. There were 240 subjects who participated in the main study, resulting in 
202 usable questionnaires. The six experimental conditions were assigned randomly 
to each of the subjects. Respondents were then asked to complete the questionnaires. 
Data collected were analyzed using MANOVA by structural equation modeling 
technique. From the results of the data analysis, the relationship between information 
and the responses of the consumers towards service performed by disabled people 
was found to be insignificant. However, it is found that the type of jobs performed by 
the disabled people would have an impact on the expected outcome quality and 
intention to use the service provided by disabled employees. Limitations of the study 
and managerial implications were discussed. 
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This chapter first describes the problem concerning consumer responses towards 
using disabled people as service employees and the strategic implications. This is 
followed by the research objective of this study. The conceptual model of the 
responses of customers towards disabled service employees, the research design, and 
the significance of this study are then discussed following sections. This chapter 
ends with the outline of this study. 
1.1. Background 
Definition of disabled in this study. According to "Declaration on the Rights of 
Disabled Persons by United Nations General Assembly Resolution adopted 9 
December 1975', the terms "disabled" refers to "any person unable to ensure by 
himself or herself wholly or partly the necessities of a normal individual and/or 
social life, as a result of a deficiency, either congenital or not, in his or her physical 
or mental capacities". In this study, "the disabled" referred to those whose can still 
perform the jobs as a normal person, thus, the ones who cannot do so like the 
mentally handicapped to a severe grade are excluded. Besides, mentally ill who are 
not yet recovered is also excluded since it is not likely for companies to employ 
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them as a fulfillment of social responsibility. Therefore in this study, "the disabled" 
only referred to: the deaf (including the partially hearing); the blind (including the 
partially sighted); the physically handicapped (including the cerebral paralyzed); the 
mentally handicapped (excluding the severe grade) and ex-mentally ill persons who 
become service employees and are capable to perform as good as their normal 
counterparts for the job that they are being employed. 
There are sheltered workshops for those disabled people and it is expected that there 
would be no negative responses from consumers if the disabled people are 
performing manufacturing sector since they are "out of the sight" of the customers 
and the use of disabled people as manufacturing workers would be either be 
unknown to the consumers; or on the contrary, the products are sold and labeled as 
"made by disabled people" (for instance, some handcrafts products), which usually 
resulted in positive responses from customers due to the social benefits awareness. 
Consumers are not expected to be worried about the quality of the products 
produced by such workers since they know that the products produced would go 
through the quality check process and any faulty products are not likely to flow out 
to the market. However, since service has a characteristic of instantaneous 
production and consumption, it is different from the goods that most failure involved 
in the production can be corrected before reaching the consumers. Service cannot be 
stored and are inseparable from the actual provider of the service (Zeithaml et 
al.,1985). Service is thus perceived to be riskier than products (Guseman, 1981; 
Murray, 1991; Murray and Schlacter, 1990). Therefore, customers might have 
negative attitudes towards service performed by disabled people. In spite of this, 
disabled people also got the right to get job opportunities as their normal counter 
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part if they are capable in doing so and discrimination in the recruitment process 
would prevent them from merging into the mainstream society; In addition, limiting 
their opportunities of performing jobs as their normal counter parts maybe a waste of 
their talents. Moreover, the automation of many manufacturing process have resulted 
in reduction of manpower in the manufacturing industry and thus increasing their 
need for job opportunities in the service industries. 
Socially concerned companies/organizations, especially service organizations may 
want to employ more disabled employees. Those companies can enhance corporate 
image by fulfilling social responsibility when they are providing equal opportunities 
of employment to disabled people. Besides, governments in many countries have set 
up laws that prohibit the discrimination against disabled individuals during 
recruitment processes. Furthermore, most recently Hong Kong government is 
discussing the possibility to compulsively require companies to employ a certain 
percentage of disabled employees. Studies concerning the job performance of 
disabled generally reported that employees with disability are at least as well as their 
non-handicapped counterparts (Williams, 1972). In spite of this, the use of disabled 
service employees involves higher perceived risk than using normal service 
employees in the eyes of consumers, and it would become a hindrance for the 
employers in service industry to hire disabled people as the employment of disabled 
people as service staff, although being socially beneficial, can ruin the company 
image, instead of improving it, especially when their customers having negative 
attitudes towards the disabled. 
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1.2. The Research Objective 
The previous section illustrated the need for an empirical study concerning 
customer's responses, that is, attitude and intention towards using the service 
performed by disabled people. 
Marketing specialists are particularly concerned with two aspects of customer 
attitudes - their structure and their dynamics, the processes by which they form and 
change (Andreasen, 1965). Companies and government units have been trying to 
change their customer's attitude and intention towards their service through 
providing different types of information. The results of the focus group interview 
suggested that the strength of the effect of different kinds of information, which is 
either in the form of rational appeals or in the form of emotional appeals, would be 
depended upon whether the disabled people are performing core or supplementary 
service. Thus, the objective of this study is to investigate 1) the mechanism by which 
consumer forms their attitude and intention to use the service performed by people 
with disability, 2) how different type of information improve their attitudes and 
intention towards such service under different job conditions. 
1.3. The Conceptual Model 
In this study, the conceptual model of customer's responses towards service 
performed by disabled service employees was conceptualized using the conceptual 
framework that is constituted by the more contemporary view of attitudinal model 
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and the concepts of rational appeals and emotional appeals. The conceptual model 
was then derived from the conceptual framework. 
According to the conceptual model, it is expected that that attitude towards service 
performed by the disabled people would have a significant impact on consumer's 
intention to use such service. The attitude towards service performed by disabled 
service employees is in turn influenced by customers' positive feelings and the 
expected outcome quality of service performed by disabled service employees. The 
positive feelings and the expected outcome quality of service performed by disabled 
service employees are, in turn, expected to be influenced by the information 
provided to them. 
1.4. Significance of This Study 
As mentioned earlier in Section 1.1，there is a need to develop a more 
comprehensive, customer-oriented, and empirically-tested model that can help 
management and the government to understand the customers responses towards 
services performed by the disabled people and the effect of rational/emotional 
appeals on such responses. It is expected that results of this study can provide both 
theoretical and managerial contributions to this area of study. 
In terms of theoretical contribution, based on the literature review, researches on 
people's attitude towards disabled people have mainly based on employers' 
perspective, the focus of the past studies have been investigating the employers' 
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concern while making employment decisions and how do they perceive the work 
ability of disabled job applicant. Other researches in the area regarding the people's 
responses towards disabled people mainly consist of qualitative researches such as 
case studies. Hence, this study represent one of the pioneering efforts to propose and 
empirically test a model concerning the mechanism of consumer forming the attitude 
and intention towards using the service performed by the disabled people and 
investigate possible factors affecting their attitude in question. 
In terms of managerial contribution, although the sample of this study mainly 
consists of students, it is still expected that the findings of this study can be 
generalized to the general public at a certain extent and gain exploratory findings. 
Hence, this study is expected to provide management a reference when they are 
employing disabled people. By understanding how their customers form the attitude 
and intention towards using service performed by disabled employees, management 
can develop appropriate strategies to cope with the customers' responses, hence 
fulfilling their social responsibility and at the same time preventing potential hazards 
to the company's image and profits. The understanding of the impact of rational 
appeals and emotional appeals on such attitudes can facilitate management on 
deciding the type of information released to their consumers via advertisement and 
customer's newsletters, for example, they can decide whether they should assure the 
quality of service provided, or alternatively, highlight the social benefits that results 
from their employment strategy. 
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1.5. Outline of This Paper 
The rest of this paper is organized as follow: First, a review of literature in the area 
of people's attitude towards disabled people is presented and the conceptual 
framework is presented in Chapter 2. The development of conceptual model is 
shown in Chapter 2 and the hypotheses are proposed. The methodology used in the 
this study is presented in Chapter 3，which illustrate the research strategy design, 
sample and sampling procedure, data collection method, operationalization of 
constructs, and statistical analysis procedures are discussed in this chapter. In 
Chapter 4，results of the study is examined and discussed. Finally, the theoretical 
contributions, managerial implications, limitations, and future research directions 
would be discussed in Chapter 5. 
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CHAPTER II 
REVIEW OF LITERATURE AND MODEL DEVELOPMENT 
2.0 Overview 
This chapter would first presents the review of relevant past studies in the area of 
individual's responses towards disabled people. This is followed by the conceptual 
framework, which would then be used to develop the conceptual model in this study. 
Finally the causal relations among constructs specified in the conceptual model are 
discussed and hypotheses of these relations are proposed. 
2.1. Review of Relevant Past studies 
Researches in people's perceptions and attitude towards the disabled people have 
been mainly focused on the attitudes and factors affecting the employer's decision 
on hiring disabled people; however, there are still a handful of researches concerning 
individuals' responses, other than employer's perception and attitude towards the 
disabled. 
Vash (2001) examined the reasons behind of people's negative attitudes towards 
disabled based on a historical development approach. She suggested that there is a 
lag in people's change in perception and the techno-economic advancement that is, 
while the disabled people is less affected by their disability due to advances in 
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technology, people's change in their beliefs and feelings towards the disabled is 
slower than the techno-economic change and as a result, lower than actual rating of 
ability is assigned to the disabled people. 
Liesener and Judson (1999) examined people's attitudes toward the physically 
handicapped; they discovered that adult sitting in a wheelchair would be talked to 
like a child. The results of their experiment implies that although a physically 
disabled individual would not have any deformation in their intellectual ability, but 
their physical disability would lead others to have a lower perception of their overall 
ability, even in their non-disabled aspects. 
Weiserbs and Gottlieb (1992, 1995) examined perceived risk as a factor influencing 
the attitudes toward physically disabled children. Their study indicated that the 
perception of risk, that is, the threat of psychological harm, adversely affects 
attitudes toward children with physical disabilities. When they manipulated 
conditions to create an increased perception of risk, the more risky condition elicited 
more negative responses than the less risky conditions did and they characterized the 
difference between these two situations as a difference in perceived risk. 
2.2. The Conceptual Framework 
2.2.1. The more contemporary view of attitudinal model 
The guiding research premise of this study is that the use of the service performed 
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by disabled people is rational, systematic, and thoughtful rather impulsive or 
primarily under the control of unconscious motives. Thus, it is expected that the 
tri-component attitude model can provide a suitable framework for conceptualizing 
such behavior (Batra，1990; Zanna, 1988). In this study, the conceptual model used 
to investigate consumers' responses towards using the service performed by disabled 
people and strategic implications are derived from the more contemporary view of 
the tri-component attitude model and the concepts of rational appeals and emotional 
appeals. (Batra, 1990; Zanna, 1988; Kotler and Armstrong, 1994). 
From a consumer behavior perspective, attitude is defined as a learned 
predisposition to behave in a consistently favorable or unfavorable way concerning a 
particular attitude object (Batra, 1990; Zanna, 1988). Attitude has been viewed as 
consisting of three components traditionally. The three components are: l)The 
cognitive component, which represents a person's knowledge and beliefs (or 
perceptions) about the attitude object; 2)The affective component, which represents 
a person's feelings about the attitude object. And finally, 3)The conative component 
refers to the person's actions or behavioral tendencies toward the attitude object. 
For a more contemporary view of attitude model (refer to Figure 1)，the three 
components are considered as distinct from and related to attitude. Both the affective 
component (feelings) and the cognitive component (beliefs/perceptions) are 
conceptualized as determinants of attitudes. In other words, a person's overall 
evaluation (attitude) of an attitude object is considered as being determined by the 
person's beliefs and/or feelings about the attitude (Batra, 1990; Zanna, 1988). For 
some products/services, attitude will depend primarily on the cognitive component; 
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for instance, a consumer's attitude toward a lawyer's service may be driven 
primarily by perceptions about the functional benefits that the lawyer's service can 
provide. For some other products/services, the affective component may also be the 
primary determinant, for instance, operas, movies, music, and sporting events are 
valued for the feelings they generate during the consumption. However, it is also 
possible that both beliefs and feelings being the determinants of the attitude in 
question. For example, consumers' overall evaluation of a movie star can depend on 
beliefs about the movie stars' acting skills as well as feelings or emotions arising 
from the movie star's appearance, public image. In contrary to that of the cognitive 
component and affective component, the conative component is not considered as a 
determinant of attitudes (Batra, 1990; Zanna, 1988), instead, attitudes are considered 
as determinant of the conative component in the more contemporary view of 
attitudinal model, i.e., a person's behavioral intention will depend on his/her 
attitudes. Therefore, it is expected that the consumers' intention to perform some 
behavior should be positively influenced by their attitude towards performing such 
behavior and the behavior intention would in turn determines future behavior. 
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Figure 1: A more contemporary view of Attitude 
Beliefs 
^ ^ ^ ^ r ^ - n ^ _ _ ^ 
• . , Behavioral ^ , . 
Attitude ^ Behavior 
Intention H 
Andreason (1965) suggested that direct or indirect exposure to various kind of 
information is the dominant determinant of change of a particular attitude. The 
impact of information on the attitude change can go through various attitude 
attributes, that is, the cognitive (beliefs/perceptions) and affective (feelings) 
components. 
2.2.2 Rational appeals for reducing risk that consumers perceive 
Perceived Risk. According to Bauer (1960)，consumer behavior involves risk, 
as any action of a consumer will produce consequences that he or she cannot predict 
with approximating certainty, and some of which at least are likely to be unpleasant. 
Cox suggested that the risk involved in the consumer behavior is the risk involved in 
attaining goals. While consumers behaves in certain ways in order to attain goals, 
one thing that is at stake when considering the level of the perceived risk is the 
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possibility of not satisfying the needs or goals. Besides risking the failure to achieve 
the goals, the consumers' risks the possibility of having to pay the penalties that 
might result from having tried to make the gain but failing. (Cox. 1967) Those 
unpleasant consequences resulted from failure to attain goals can be financial, 
psychological, or in terms of product performance (Amdt, 1968; Jacoby and Kaplan, 
1972). Perceived risk is considered as a two-dimensional construct with two 
components, which are importance and uncertainty respectively (Cunningham, 1965; 
Jacoby and Kaplan, 1972). 
Perceived risk reduction. As an attempt to the reduction of the risk perceived 
by customers, companies have been incorporating cues concerning their product's 
attributes in their advertisements and other information channels. Concepts of 
"added value" in advertising have been discussed in terms of the satisfaction of 
consumer motives of having a sense of confidence (i.e. low risk) in the 
product/services that he/she purchases, which is achieved by the cues about the 
quality of the product/services (Bauer, 1960; Clow et al.，1998). A failure to obtain 
sufficient information concerning the services/products can result in anxiety and 
discomfort for the risk perceived (Cox, 1967; Engel, Blackwell, and Miniard 1993). 
According to the findings of Clow et al (1998), assurance information appears to 
have the largest impact on perceived risk reduction. 
In other words, companies can try to use rational appeals to reduce risk perceived by 
their customers. Rational appeals are designed to change the message receiver's 
beliefs about the advertised object by the persuasive power of arguments or reasons 
about the various attributes of the object, e.g. messages showing the quality, 
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economy, value or performance of the product/service (Kotler and Armstrong, 
1994). 
2.2.3 Emotional appeals for changing consumers' feelings towards an attitude 
object 
According to Bagozzi (1999)，emotion arises in response to appraisals one makes for 
something of relevance to one's well-being, although categories of events or 
physical circumstances are frequently associated with particular emotional responses, 
it is not the specific events or physical circumstances that produce the emotions but 
rather the unique psychological appraisal made by the person evaluating and 
interpreting the events and circumstances. 
Although the psychological appraisal is unique and different people can have 
different emotional reactions to the same event or happening, companies attempt to 
use emotional appeals as a way to stir up consumer's emotion towards a desired 
direction. According to Kotler and Armstrong (1994, p468), "Emotional appeals 
attempt to stir up either negative or positive emotions that can motivate purchase. 
These include fear, guilt and shame appeals that get people to do things they should 
or stop doing things they shouldn't... communicators also use positive emotional 
appeal such as love, humor, pride and joy". 
Integrating the more contemporary view of attitudinal model and the concept of 
rational appeals and emotional appeals, the conceptual framework in this study is 
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shown in Figure 2. 
Figure 2: Conceptual Framework for the study 
Rational Appeals ^ Beliefs 
^^^^ 
Attitude Intention 
r ~ — — I 
Emotional Appeals ^ Feelings Z 
2.3 The Conceptual Model 
On application of the conceptual framework (refer to Figure. 2) to the consumer's 
responses towards the service performed by disabled staff, that is, the intention to 
use such service is, directly influenced by their attitude towards such service and 
their attitude is constituted by their feelings and beliefs towards such service. And 
the feelings and beliefs can be changed by appropriate rational and emotional 
appeals, which in turns have an impact on the consumers' attitude. 
Based on the conceptual framework discussed above, the conceptual model (see 
Figure. 3) of the customers' responses towards using the service provided by the 
disabled service staff is proposed. Since the focus group interviewees revealed that it 
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is the perceived risk involved in using service provided by disabled service staff 
being one of the dominant factors affecting their attitude towards using such service, 
it is hypothesized that providing assurance information, which is a form of rational 
appeals, can be used to change the beliefs towards the service performed by disabled 
service staff by reducing the perceived risk and that in turn change the attitude 
towards using the service. According to the findings of Clow et al (1998), assurance 
information appears to have the largest impact on perceived risk reduction, thus, it is 
expected that information assuring the disabled staff's ability and the company's 
support towards these staff can positively affect the beliefs towards such service. 
According to the conceptual framework, positive information is expected to lead an 
individual to have positive appraisal towards an object and form positive emotion. 
Thus, information addressing the social benefits of using service of disabled people 
is expected to stir up the customer's favorable emotion towards the service 
performed by disabled people as a form of emotional appeals. The consumer's 
attitude, which is positively influenced by beliefs and feelings, would in turn 
positively influence the consumer's intention to use the service. Furthermore, it is 
expected that the type of jobs (i.e. core versus, supplementary) would have a 
moderating effect on the relationship between rational/emotional appeals and the 
antecedents (i.e. beliefs and feelings) of attitude. In addition, it is expected that the 
expected outcome quality increase, the positive feelings towards the service would 
become more favorable, details would be discussed further in this chapter. The 














































































































































































2.4 The Causal Relations among Constructs and Hypotheses 
2.4.1. The Causal Relations between Information, Feelings and Beliefs 
Based on findings from a focus group interview of nine people of various 
occupations and age, it is found that perceived risk is one of the dominant 
determinants of their attitude toward the service performed by disabled people and 
the willingness to receive the service performed by disabled service employees. The 
interviewees of the focus group addressed their concern on the outcome of service 
performed by such service employees and it is expected that the rational appeals 
approach, that is, providing information which assures the disabled service staff's 
ability as well as the company's support on such employees can reduce the perceived 
risk involved in the consumer's desire to obtain service of high outcome quality. On 
the other hand, based on the findings of the focus group interview, it is found that 
feelings/emotions such as empathy, happiness gained on contributing a job 
opportunity for the disabled, would be another major determinant of attitude towards 
using the service provided by the disabled service employees. Hence, it is expected 
that social benefit information as a form of emotional appeal can stir up people's 
positive emotion towards the service performed by disabled people. Therefore, it is 
hypothesized in this study that: 
Hi： Information that assures the outcome quality would positively influence 
the expected outcome quality. 
H2： Information that highlight the social benefits of using the service 
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performed by disabled service staff would positively influence the positive feelings 
towards the service performed by disabled service staff. 
In Rosenberg's (1960) paper, he found that an effective and substantial change in 
one component would result in changes in the other component. For instance, if an 
individual's feeling towards a particular attitude object improves, he or she would 
develop more favorable beliefs towards that attitude object; and in the same sense, if 
an individual's beliefs towards the attitude object changes, then the feeling towards 
that attitude object would also change accordingly. 
The members of the focus group interview revealed that if they expect the service 
performed by disabled people to be of good outcome quality, they would have more 
favorable feelings towards the service performed by disabled employees. It is 
reasonable since people would naturally incline to have better feelings towards 
attitude objects that they would cognitively perceive as bringing them more benefits. 
However, none of them would consider their favorable feelings towards disabled 
would play a role in improving their expected outcome quality of the service. 
Possible explanation may rest on that the favorable feelings towards service 
performed by disabled people is highly related to people's values and beliefs that, 
disabled people belongs to a minority group that need empathy and help, thus, 
people would have favorable feelings when those disabled people are given job 
opportunities. However, such favorable feelings won't lead those people to expect 
that the disabled would have a better performance in their work. As such, it is 
hypothesized in this study that: 
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Hsa： There is a positive relationship between expected outcome quality and 
the positive feelings towards service performed by disabled people, the higher the 
outcome quality the consumer expect, the more positive the feelings that the 
consumers would have towards the service in concern. 
Hsb� The positive impact of assurance information on the positive feelings 
towards service performed by disabled service employees would be mediated 
through the expected outcome quality of the service performed by disabled service 
employees. 
2.4.2. The Causal Relations between Feelings, Beliefs and Attitude towards the 
service performed by disabled service staff 
Based on the conceptual framework reviewed earlier, cognitive component and 
affective component would be the determinants of attitude. The results of the focus 
group interview also support the causal relationship between feelings, beliefs and 
attitude that shown in the conceptual framework (Figure. 2). For instance, some 
interviewees mentioned that, "Well, I feel happy when I see them having the chance 
to earn their own livings". They agreed that there is a causal relationship between 
these positive feelings and their attitudes towards using the service performed by 
these disabled service employees. In addition, the interviewees also mentioned that, 
"I am a bit worry about the result of my hair cut if the hair stylist is a disabled 
person", or, "I believe that disabled people would perform their job better since they 
would try to work harder for their precious work opportunity". Similarly, the 
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interviewees also agreed that there is a causal relationship between their expected 
outcome quality and attitude towards the service performed by the disabled service 
employees. As such, it is hypothesized in this study that: 
H4: There is a positive relationship between positive feelings towards the 
service performed by disabled service employees and the attitude towards using the 
service performed by disabled service employees. The more positive the positive 
feelings towards the service performed by disabled service employees, the more 
positive the attitude towards using the service performed by disabled service 
employees. 
H5： There is a positive relationship between expected outcome quality 
towards the service performed by disabled service employees and the attitude 
towards using the service performed by disabled service employees. The better the 
expected outcome quality towards the service performed by disabled service 
employees, the more positive the attitude towards using the service performed by 
disabled service employees. 
In addition, based on the conceptual framework, the effect of the information on the 
attitude would be mediated via the beliefs and feelings, as such, it is hypothesized 
that: 
H6a： The impact of assurance information on the attitude towards using 
service performed by disabled employees is mediated by expected outcome quality 
concerning service performed by disabled people. 
21 
H6b: The impact of social benefits information on the attitude towards using 
service performed by disabled employees is mediated by positive feelings 
concerning service performed by disabled people. 
2.4.3. The Causal Relations between Attitude towards the service performed 
by disabled service staff and the Intention to use such service 
Based on the conceptual framework reviewed earlier, the attitude toward the service 
performed by disabled service staff is expected to have a positive impact on 
intention to use such service. As such, it is hypothesized in this study that: 
H7： There is a positive relationship between favorable attitude toward the 
service performed by disabled service employees and intention to use service 
performed by disabled service employees. The higher the favorable attitude toward 
the service performed by disabled service employees, the higher the intention to use 
service performed by disabled service employees. 
In addition, based on the conceptual framework, the impact of the information on the 
intention would be mediated via the beliefs and feelings independently and then via 
the attitude (Please refer to Figure 2), as such, it is hypothesized that: 
Hga： The impact of assurance information on the intention towards using 
service performed by disabled employees is mediated by expected outcome quality 
concerning service performed by disabled people and then the attitude towards using 
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service performed by disabled employees. 
Hsb: The impact of social benefits information on the intention towards using 
service performed by disabled employees is mediated by positive feelings 
concerning service performed by disabled people and then the attitude towards using 
service performed by disabled employees. 
2.4.4. The moderating effect of types of Job 
While the core service responds to the customer's need for a basic benefit, 
supplementary services are those that facilitate and enhance the use of the core 
service. (Lovelock, 1991) For example, in a clinical service, the core service is the 
service provided by the physicians who cure the disease of the consumer, while the 
supplementary service is provided by the nurse/staff responsible for making 
appointments, answering the queries, etc. Thus, customers are likely to perceive a 
higher risk in core service since the outcome quality of the core service is of a higher 
importance to the outcome quality than that of the supplementary services, i.e. it has 
a large amount at stake. On the other hand, the perceived risk involved in a 
supplementary service is considered relatively unimportant. 
Therefore, as information is provided to reduce the risk perceived in the outcome 
quality of the core service, it is expected that the expected outcome quality can be 
improved significantly. On the other hand, when information is provided to reduce 
the risk perceived in the outcome quality of the supplementary service, it is expected 
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that the expected outcome quality would not be improved as significantly as in the 
case of core service. Furthermore, when social benefits information is provided to 
enhance the positive feelings towards service performed by disabled people, 
consumers maybe more happy to see that disabled people can be given opportunities 
to perform relatively more important tasks as normal people do, therefore, it is 
expected that when disabled people is performing core service, the impact of social 
benefit information on the positive feelings towards such service would be stronger 
than when disabled people are performing supplementary service. As such, it is 
hypothesized in this study that: 
Hga： The type of jobs has a moderating effect on the impact of social 
benefits information on the positive feelings towards the service performed by 
disabled service staff. In the case of core service, the Social benefits information 
would have a stronger impact on the positive feelings towards the service performed 
by disabled than in the case of supplementary service. 
H9b： The type of jobs has a moderating effect on the impact of assurance 
information on the expected outcome quality concerning the service performed by 
disabled service staff. In the case of core service, the assurance information would 
have a stronger impact on the perceived outcome quality concerning the service 
performed by disabled than in the case of supplementary service. 
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2.5. Summary 
This chapter first presented relevant literature and then the conceptual framework of 
this study which was then used to develop the conceptual model. The conceptual 
model was then discussed in the next section. Finally, the causal relationships among 
the constructs that have been specified in the conceptual model and the hypotheses 





This chapter first presents the research design used in this study. This is followed by 
the discussion of the sample and sampling procedure. Data collection procedure, 
manipulations, and operationalization of constructs are then discussed. After that, 
the data analysis procedures used in this study are discussed. The research activities 
will be discussed at the end of this chapter. 
3.1. The Research Design 
The objective of this study is to propose and empirically test a conceptual model of 
customers' responses of service provided by disabled people in terms of attitude and 
intention to use such service and the impact of information on their responses. A 
scenario experiment was selected as the research method of this study due to the fact 
that disabled people constitute only a small population in the society and many of 
them still face the problem of discrimination which reduce their chance of being 
employed in the service industry, hence the subjects may not have the experience of 
being served by a disabled person. A 2 x 3 factorial design with two job types (core 
versus supplementary service) and three information types (assurance information 
versus social benefit information versus no information), as a result, 6 scenarios 
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would be generated for the experiment in this study. 
Since people's responses towards disabled people is highly influenced and shaped by 
the society's value, therefore it is expected that, students, as a segment of the society, 
are expected to response towards the disabled people and the service performed by 
the disabled in the similar ways as other people in the society. Hence, it is expected 
that a representative sample can be obtained from Hong Kong students. Although 
there is a concern that university students, in overall, have higher education than the 
average general public, may incline to be more socially aware than the rest of the 
population and may answer the questionnaires differently from the other segments of 
the population, however, the randomized treatment approach used in this study is 
expected to cancel out this effect. Focus group interview was conducted to explore 
the responses of consumers towards service performed by disabled. In addition, a 
pretest was conducted to test the reliability of the measurement items. Then the main 
study was carried out in order to test the hypotheses. After the data collection, 
MANOVA analyses and MANOVA by structural equation modeling technique are 
then used to examine the relationships among the constructs. 
3.2. The Sample and Sampling Procedure 
The Sample. A total of 240 Hong Kong people participated in this study, 
resulting in 202 usable questionnaires. The sample mainly consists of undergraduate 
and postgraduate students in the local universities. Of these 202 subjects, 74 (37.8 %) 
I 
were male and 122 (62.2 %) were female while 6 of the subjects fail to provide this 
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information. Moreover, for the age of the subjects, 41.9 % of them were between 15 
and 20 of age, while 55.1% of them were between 21 and 25 of age. Furthermore, 
over 92.4% of the subjects are of undergraduate level of education. Finally, in terms 
of frequency of visiting hair salon, 27.0 percent of them visit hair salon 1 to 3 times 
per year; 42.5 percent of them visit hair salon 4 to 6 times per year; 18.0 percent of 
them visit hair salon 7 to 10 times per year; and the rest of them (12.4 percent) visit 
hair salon more than 10 times per year. 
Sampling Procedure. This study used convenience sampling as the 
sampling procedure. Undergraduate and postgraduate students of various disciplines 
were approached in hostels, libraries and classrooms and these student subjects 
constituted the major part of the sample. Overall, 240 subjects were approached and 
resulting in 40 subjects for each of the six (2X3) experimental conditions. 
3.3. Data Collection Procedures 
A randomized treatments approach was adopted for a total of six different conditions 
in this study (no information-core service, no information-supplementary service, 
assurance information-core service, assurance information-supplementary service, 
social benefit information-core service, social benefit information-supplementary 
service). The randomized treatments approach is adopted since it was more feasible 
and practical than a randomized subjects approach. Each version of questionnaires 
represented one and only one of the six experimental conditions. 
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Since the disabled people only constitute a small percentage in the population, it is 
expected that there would only be a limited number of respondents having the 
experience of being served by a disabled person during service encounters; thus, the 
respondents may not have clear idea about the situation of being served by a 
disabled person. In order to generate response from the survey, scenarios concerning 
being served by a disabled staff in a hair salon were provided to the respondents 
before asking for responses. As mentioned before, a 2x3 factorial design based on 
two types of job (core versus supplementary) and different type of information 
(social benefits versus assurance versus no information) was conducted to create six 
different scenarios for this study. The subjects were briefed and assured that the data 
they provided would be treated confidentially and would only be used for academic 
purposes before the questionnaires were distributed to them. Incentives were given 
after subjects has completed and returned their questionnaires. After deletion of 
those that are incomplete or fail the manipulation check, the sample consisted 202 
respondents, out of these 202 subjects, 34(16.8%), 28(13.9%), 31(15.3%), 
37(18.3%), 37(18.3%), and 35(17.3%) represent the no information-core service, no 
information-supplementary service, assurance information-core service, assurance 
information-supplementary service, social benefit information-core service, social 
benefit information-supplementary service conditions respectively. 
In the questionnaire, the subjects were asked to imagine a situation that the hair 
salon in which they usually go to have employed some disabled staff by providing 
them a scenario attached with the questionnaires. They are informed that they would 
be receiving the service from the staffs that are available at the time they arrive; and 
it is likely that they would be served by an employee with disability. Then for the 
29 
two types of job conditions (hair stylist versus hair washer), subjects were given a 
part of the hair salon newsletter, which contains information about the company's 
employment of the disabled staff (no information versus assurance versus social 
benefits). The six versions of questionnaire used in this study are shown in the 
Appendix. 
3.4. Manipulations 
As mentioned before, a 2 x 3 factorial design was used in this study, resulting in six 
experimental conditions. Type of information and type of jobs provided were chosen 
for the manipulation since they are hypothesized as factors affecting expected 
outcome quality and positive feelings towards the service provided by the disabled 
employees. Companies can have a choice of either not providing any information 
about the disabled staff that they hired; or assuring their customers that the 
companies would provide adequate support to their staff (i.e. hence attempting to 
reduce customer's perceived risk by rational appeal); or highlighting the use of 
service of the disabled person as an socially responsible deed as a form of emotional 
appeal. The manipulations of the two experimental variables were as follow: 
Type of jobs. Jobs can be classified as providing core service or 
supplementary service. Subjects were randomly assigned into one of the two jobs 
conditions, in which they are told about whether the disabled service employee is 
being a hair stylist or hair washer. For the core service condition, the subjects are 
informed that they are likely to be served by a hair stylist who is a disabled person. 
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For the supplementary service condition, the subjects are informed that they are 
likely to be served by a hair washer who is a disabled person. 
Types of information. Three information conditions were created by 
manipulating the information given to the subjects: no information, assurance 
information, and social benefits information. In the manipulation of the types of 
information, the subjects are randomly assigned into the three information 
conditions. In the assurance information condition, subjects are informed that the 
disabled service employees would get adequate training and support from the 
company to perform their jobs well and assure that the disabled employees would 
generally perform as good as or even better than normal employees. In the social 
benefits information condition, the subjects are informed that the employment of 
disabled people is beneficial to the disabled as well as the society as a whole. In the 
no information condition, no information is given to the subjects except that they are 
likely to be served by a disabled employee, in which subjects in other information 
conditions were also informed in the same manner. 
3.5. Operationalization of Constructs 
Based on the conceptual model, it is hypothesized that intention to use the service 
provided by disabled employee is positively affected by the attitude towards such 
service. The attitude towards such service is, in turn hypothesized to be affected by 
customers' positive feelings, and expected outcome quality towards such service. 
Positive feelings and expected outcome quality towards using service provided by 
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disabled service employees are affected by the information provided. And it is 
hypothesized that type of jobs performed by the disabled would have a moderating 
effect on the causal relations between provision of social benefits information and 
the positive feelings and the causal relations between provision of assurance 
information and the expected outcome quality. The operationalization of these 
constructs would be discussion in the following paragraphs. As such, there are 
altogether six constructs in the conceptual model. For details, please refer to the 
Appendix. Note that reliability level indicated as Cronbach's alphas for all the scales 
used in this study were above the threshold of 0.70 suggested by Nunnally (1978). 
Intention to use service. Intention to use the service is defined in this 
study as customers' behavioral intention to use the service provided by disabled 
people. The scale for this construct was derived from Ajzen's (1991) theory of 
planned behavior. This construct was measured by a 2-item, 7-point Likert scale 
anchored at "strongly disagree" to "strongly agree". A sample item is "If I need to 
have my haircut, I intend to use the service provided by this hair salon." 
Attitude to use service. Attitude to use service is defined in this study as 
the customers' attitude to use the service provided by the disabled employees. The 
scale for this construct was derived from Ajzen's (1991) theory of planned behavior. 
This construct was measured by a 2-item, 7-point Likert scale anchored at "strongly 
disagree" to "strongly agree." A sample item is "My overall attitude toward using 
the service at this hair salon is very positive." 
Expected outcome quality. Expected outcome quality is defined in this 
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study as customers' overall pre-purchase evaluation of the outcome quality they 
expect from the service performed by a disabled service employee. This construct 
was also identified by members of the focus group interview as the dominant belief 
that affect their attitude towards the service performed by disabled service 
employees. Expected outcome quality was measured on a 3-item, 7 point Likert 
scale anchored at "strongly disagree" to "Strongly agree." A sample item is "I think 
the quality of the service performed by the disabled employees at the hair salon 
would be good" 
Positive feelings. Positive feelings is defined in this study as the various 
positive feelings towards receiving service from disabled employees, for example, 
happiness or warm hearted feelings resulted from performing a socially beneficial 
deed by using the service from disabled people. Scale anchors were: not happy at 
all/extremely happy; not comfortable at all/extremely comfortable; not optimistic at 
all/extremely optimistic; not warm-hearted at all/extremely warm-hearted. A sample 
item is "In terms of my feelings toward receiving service from disabled employees; I 
feel:" 
Type of Information, Type of information is defined in this study as the 
information provided to the customers for the pre-purchase decision making process. 
While persuading their customers to form more favorable attitudes towards the 
service performed by disabled people, company can either highlight the social 
benefits of using service provided by disabled or assure the work ability of disabled 
and the training and support that they can get from the company. 
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Type of Jobs. Type of Jobs is defined in this study as the type of job 
performed by the disabled employees, which can be varied as providing core service 
or supplementary service. In the questionnaire, the hair stylist is considered as 
providing core service while the hair washer is considered as providing 
supplementary service. 
3.6. Data Analysis 
Two data analysis procedures were performed in this study: (1) manipulation checks, 
(2) MANOVA analysis, and (3) MANOVA by structural equation modeling. The 
detail of each analytical procedure is explained below. 
3.6.1. Manipulation Checks 
Manipulation checks were conducted to assess whether the manipulated independent 
variables were actually enacted or perceived by the subject as intended (Sawyer et al. 
1995). There can be no manipulation check for the type of information variable since 
information can only either be provided or not provided. The procedures for 
manipulation check of type of jobs variable would be discussed below. 
There are two manipulation checks for the type of jobs variable. In this study, the job 
as hair stylist is considered as providing core service while the job as hair washer is 
consider as providing supplementary service. Therefore, for the first manipulation 
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check, two items was added to check whether the subjects consider hair stylist as 
providing core service and hair washer as providing supplementary service. The 
manipulation check consists of a 2-item, 7-point Likert scale anchored at "Not 
important at all" to "Extremely important". For the second manipulation check, two 
statements were asked to check whether the subjects considered the hair cutting or 
hair washing as core or supplementary service. The sample items are "For me, the 
importance of hair cut part to the overall quality of the service is:" and “I would 
consider the hair cut part as the 口 core; 口 supplementary element of the overall 
service". 
3.6.2. MANOVA analysis 
MANOVA analysis was performed in this study in order to test the main effects as 
well as the interaction effect of independent variables, types of job and types of 
information, on the other dependent variables. MANOVA design is especially 
powerful when used with experimental designs with more than one dependent 
variables since it allows researchers to test simultaneously the mean differences 
across two or more groups on two or more dependent variables (Hair, Jr. et al. 1998). 
The major advantages of MANOVA over ANOVA is the ability to, firstly, test mean 
differences in the dependent variables while controlling for their interdependencies; 
secondly, control the overall alpha level at a chosen value, and thirdly, consider the 
relationships among the dependent variables rather than examining each of them in 
isolation (Bock, 1975; Bray and Maxwell, 1985). Therefore, MANOVA analysis was 
performed in this study using SPSS 10 software. 
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3.6.3. MANOVA by Structural Equation Modeling 
A MANOVA by structural equation modeling design was used for a more 
comprehensive test of the experimental effects on the dependent constructs and their 
interrelationships. In this study, the test would follow the procedures proposed by 
Bagozzi et al. (Bagozzi and Yi, 1989，1994). 
Bagozzi and Yi (1989，1991, 1994) discussed the use of structured equation models 
in experimental designs. Researchers such as Bray and Maxwell (1982, 1985) have 
suggested that path analysis can be used for MANOVA designs. Basically, a 
structural equation model would consist of two models: measurement and structural 
models. The measurement model specifies how the latent variables or constructs are 
measured in terms of observed variables and describes the measurement properties 
in terms of validity and reliability. On the other hand, the structural model specifies 
the causal relations among the latent variables or constructs and describes the 
amount of unexplained variances. 
The structural equation approach has several advantages over traditional analysis 
(Bagozzi and Yi, 1994). Firstly, the new procedures are more general and would not 
involve the restrictive assumption of homogeneity in variances and covariances of 
the dependent variables across groups and therefore it overcomes a fundamental 
limitation in traditional methods of analysis (Bagozzi and Yi, 1994). Secondly, the 
structured equation approach can provide a natural way to correct for measurement 
error in the measures of variables and therefore reducing the chances of making type 
II errors (Bagozzi and Yi, 1994). Thirdly, structural equation models allows for a 
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more complete modeling of theoretical relations, whereas traditional analyses are 
limited to associations among measures (Bagozzi and Yi, 1994). In view of the 
advantages of structured equation approach over the traditional analysis, the test in 
this study would follow the procedures proposed by Bagozzi and Yi (Bagozzi and Yi, 
1989，1994). Details of the procedures would be discussed in Chapter IV. 
3.7. Research Activities 
As mentioned earlier, a focus group interview, a pretest, and a main study were 
performed in this study altogether. The focus group interview was conducted to gain 
insights regarding consumers' responses towards service performed by disabled 
people. Afterward, a pretest was conducted to check the reliabilities of the 
measurement scales and modify the items if necessary. After that, the data collected 
in the main study would be analyzed by the procedures mentioned above in section 
3.6. 
3.7.1. Focus Group Interview 
A focus group interview of nine Hong Kong people was conducted after the 
formulation of problem and literature review. The subjects of this focus group 
interview covered a wide demographic profile with subjects with different 
occupations and educations. They were asked to identify and discuss their responses 
towards service performed by disable people (e.g., "How do you think if you are to 
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be served by disabled people?"; "Would you receive the service of a company if they 
use disabled people to serve you?") and possible factors that affect their attitudes 
towards such services ("What factors would affect your responses towards service 
performed by disabled people?"). The responses of the focus group were then used 
to conceptualize the conceptual model based on the conceptual framework, which is 
a more contemporary view of attitudinal model with the concepts of rational appeals 
and emotional appeals. 
3.7.2. Pretest 
Based on the conceptual model developed from the findings of the focus group 
interview and the conceptual framework, a questionnaire was designed and tested 
with a group of 30 subjects, which mainly consist of secondary school, 
undergraduate and postgraduate students. The reliability of the items is examined 
and items that caused the Chronbach alpha of the constructs falling below 0.7 (the 
threshold recommended by Nunnally (1978)) were deleted from the questionnaire. 
In addition, items for manipulation check for the type of information variable was 
added to the questionnaire. The revised questionnaire was then used for the main 
study. 
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3.7.3. The Main Study 
As mentioned earlier in Section 3.2 (Sample and Sampling Procedure) and Section 
3.3 (Data Collection Procedure), the sampling frame for this study was mainly Hong 
Kong students. The sampling procedure used in this study was convenient sampling. 
The data collection process resulted in 240 subjects, in which there are 40 subjects 
for each experimental condition. The data collected was then analyzed through three 
analytical procedures: I) manipulation checks，2) MANOVA analysis, and 3) 
MANOVA by structural equation modeling. 
3.8. Summary 
This chapter presented the research methodology used in this study. Specifically, 
research strategy, research design, sample and sampling procedure, data collection 
procedure, and operationalization of constructs, data analyses, and research activities 
were discussed in detail in this chapter. 
39 
CHAPTER IV 
ANALYSIS AND RESULTS 
4.0 Overview 
This chapter presents the results of the data analyses. The results of manipulation 
check are first presented in the first section and it is followed by the presentation of 
the MANOVA results. Afterwards, MANOVA by structural equation modeling 
results of the conceptual model would be presented and discussed. A modified 
model is then proposed and presented. Finally, the overall results of this study would 
be discussed in detail. 
4.1. Manipulation Check 
As mentioned before in Chapter 3’ manipulation checks were conducted in order to 
assess whether the manipulated independent variables were actually enacted or 
perceived by the subjects as intended (Sawyer et al. 1995). As mentioned before, 
there are two variables, namely information and type of jobs, being manipulated in 
this study. 
No manipulation checks can be done on information since information can only 
either be provided or not provided. For the manipulation checks for the types of jobs， 
the first manipulation check consists of two items, which are "For me, the 
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importance of hair cut part to the overall quality of the service is:，，and "For me, the 
importance of hair wash part to the overall quality of the service is:" and were 
measured by 7-point Likert scale anchored at "strongly disagree" to "strongly 
agree." The mean value for core service and supplementary service groups were 5.92 
and 3.97 respectively, the results show that there is a high difference between the 
mean values. The second manipulation check consist of two items: "I would 
consider the hair cut part as the: 口 core; 口 supplementary element of the overall 
service" and "I would consider the hair wash part as the: 口 core; 口 
supplementary element of the overall service". The results revealed that 97.5% of 
the subjects considered the hair cut part of the service as core service and 85.8% of 
the subjects considered the hair wash part of the service as supplementary service. 
Those who fail to identify the hair cut part as core service and hair wash part as 
supplementary service would be excluded from the analysis. 
4.2. MANOVA analysis 
After deletion of cases, which either fail the manipulation check, or with 
incompleteness, there is left with 202 cases for further analysis. The core objective 
of carrying out the MANOVA analysis was to test the main effects; as well as the 
interaction effect of independent variables, type of jobs and type of information, on 
the other dependent variables. Results obtained from the multivariate tests of 
MANOVA showed that there was no significant main effect of provision of 
information, on the dependent variables (F=0.214, p>0.05). Nonetheless, the 
interaction effect between type of information and type of jobs (F=1.615, p�0.05) 
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was also found to be not significant. However, the results in Table 1 show that there 
was a significant effect of type of jobs on two of the dependent variables, expected 






















































































































































































































































































































Results in Table 1 shows that the effect of type of jobs was significant on expected 
outcome quality (F (1, 195) = 6.413，p<0.05) and on Intention to use the service (F 
(1，195) = 5.229, p<0.05) but not significant on Positive feelings (F (1，195) = 1.053, 
p>0.05) and Attitude towards the service (F (1，195) = 1.370’ p�0.05) . To be more 
specific, the differences between the means of core service and supplementary 
service were found significant on expected outcome quality and intention to use the 
service but not significant on positive feelings and attitude towards the service. 
There was a negative relationship between expected outcome quality and importance 
of jobs, a negative relationship between intention and importance of jobs, a negative 
relationship between attitude and importance of jobs (but note that this relationship 
in not significant), a negative relationship between positive feelings and importance 
of jobs (but note that this relationship in not significant). The comparisons of the 
mean differences are illustrated at Table 2 below. 
Table 2: MANOVA Results — Main Effect of type of jobs for main study 
I I I I I 
Mean 
Dependent , u u Standard Difference sig. Of the Mean 
, , . , , Jobs Mean „ (core- r^-rr Vanable Error \ ‘ Difference supplementary 
) 
Expected Core 4.697 0.101 
outcome -0.359* 0.014 
quality Supplementary 5.056 0.103 
^ P o s i t i v e C o r e — 4.338 0.076 
Feelings Supplemental^ 4.448 0.077 “ • 
^ C o r e 4.643 0.113 7 7 ^ ㈧ ^ 
Attitude T ^ T - T T ^ - 0 . 1 8 8 0.243 
Supplementary 4.831 0.115 
~ T , Core 4.153 0.123 7 7 ^ 
Intention FTT^TT" -0.402* 0.023 
Supplementary 4.555 0.125 
Note: * the mean difference is significant at the 0.05 level 
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As the main effect of provision of information was found to be not significant in this 
study, the hypotheses regarding the effect of information on the dependent variables 
(i.e. HI, H2, H3b, H6, H8, H9) would then not being supported in this study. 
Regarding the effects of type of jobs, results in Table 2 shows that the difference of 
the means between core service and supplementary service was significant on 
Expected outcome quality (with mean difference of 0.359, p<0.05). It means that in 
the case of disabled people providing core service, consumers would expect a lower 
outcome quality than that in the case of disabled people providing supplementary 
service. Likewise, the difference of the means between core service and 
supplementary service was significant on intention to use the service (with mean 
difference of 0.402, p<0.05). It means that in the case of disabled people providing 
core service, consumers would have a lower intention to use such service than that in 
the case of disabled people providing supplementary service. Further confirmation 
of these relationships regarding the hypotheses about the effect of types of 
information and other relations among the dependent constructs would be examined 
through the use of MANOVA by structural equation modeling. 
In summary, the main effect of type of jobs on the dependent variables was found 
but neither the main effect of provision of information nor the interaction effect of 
provision of information and types of jobs being found significant. However, it was 
found that type of jobs have a significant effect on the dependent variables, 
specifically the expected outcome quality and intention to use service provided by 
disabled people. In order to confirm the findings by MANOVA and also to explore 
the causal relations among the dependent constructs, the data would be further 
analyzed. In the next section, further investigation of the data through using 
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MANOVA by structural equation modeling technique would be discussed. 
4.3. MANOVA by Structural Equation Modeling 
Structural equation modeling was used for a comprehensive test of the experimental 
effects on the dependent constructs and their interrelationships. In this study, the test 
would follow the procedures proposed by Bagozzi et al. (Bagozzi and Yi 1989, 
1994) 
4.3.1. The Original Conceptual Model 
In order to test the causal relations specified in the conceptual model, the data was 
input into PRELIS 2 to create the augmented matrix, which was then input into 
LISREL 8 (Joreskog and Sorbom, 1989). A MANOVA by structural equation 
modeling is performed by dividing the subjects into two groups according to the 
type of jobs manipulation (core service versus supplementary service) with 
assurance information/social benefit information as the dummy variables. The model 













































































































































































































































































































































Before discussing the test results, some explanations would be given here so as to 
illustrate the structural model presented in this study. Referring to the model shown 
(Figure 4)，each of the two job groups could be represented by the same structural 
model. Notice that the provision of assurance information is represented by a 
dummy variable that is expressed as an exogenous latent variable (^i) with a single 
indicator and no corresponding residual. Similarly, the provision of social benefits 
information is represented by another dummy variable that is also expressed as an 
exogenous latent variable (�2) with a single indicator and no corresponding residual. 
Note further that a pseudovariable ("one") is shown as an indicator of as third latent 
variable (^3) which is used to capture the means of dependent variables (refer to 
Bagozzi and Yi, 1989; 1994 for details). 
Since both assurance information (with a value of 0 for no information and a value 
of 1 for with assurance information) and social benefit information (with a value of 0 
for no information and a value of 1 for with social benefit information) are 
categorical variables, the paths from the dummy variables to dependent variables (i.e. 
yi, y2, y3, 丫4,1^ 5’ 丫6，Tv, Ys) reflect the differences in their means between information 
provided and information not provided groups where as the path from the "one" 
latent variable to dependent variables for the control group ("information not 
provided" in this study). In other words, the paths from "one" to the dependent 
variables indicate the means for the information not provided group and the paths 
from the two dummy variables to the dependent variables reveal the differences 
between the means of information provided and information not provided groups. By 
finding differences in the means for different groups, an inspection of the y 
parameters would be useful for discovering which variables are being affected. 
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4.3.2. Structural Equation Model Results 
While there was no constraint across the two job groups, Model 1 produced a 
chi-square value of 227.23 (df = 143’ p = 0.0). Model 1 was then used to serve as the 
baseline model in the process of testing four more restricted models (Models 2-5). 
Since there is no significant difference in the variance-covariance of the dependent 
measures, the factor loadings (A-i's) were expected to be invariant across the two 
groups. Then, model 2, which is the modified model, produced a chi-square value of 
230.32 (df = 150，p = 0.0) with the additional constraints. Chi-square test results {y2 
(7) = 3.09，N.S.) then confirmed the hypotheses of equivalent factor loadings. 
According to the suggestion of Bagozzi et al (1991), it is important to see if the 
causal parameters between the dependent constructs are identical between different 
groups. Therefore, the B matrix was restricted to be invariant between the two 
groups (i.e. pi�=(3尸)， i = 1, 2, 3, and 4) in order to produce model 3’ which 
produced a chi-square of 233.08 (df = 154, p = 0.0). A chi-square difference test 
revealed that there is no significant difference between the fit of model 3 and model 
2 (x2 (4) = 2,76, N.S.). As a result, the hypothesis that the pi elements are invariant 
between the two groups could not be rejected. 
Model 4 would be the same as Model 3 except that it has restricted the parameter Ys 
to have the same estimated value across two groups (i.e. Yi�=丫丨⑵，i = 1，2, 3，4, 5， 
6，7，and 8) so as to test the significance of the experimental interaction effects, that 
is, whether the experimental effects of information on the consumers' responses are 
equal between the core service groups and supplementary service groups. This 
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model had a chi-square value of 243.21 (p = 0.0). No significant difference in the fit 
of Model 3 and Model 4 was revealed by a chi-square difference test (x^(8) = 10.13, 
N.S.). The result indicated that there is no significant interaction effect. 
The two parameters h and was then fixed to a value 0 in Model 5 (i.e. y/"^ = 丫2(") 
= 0 , « = 1 and 2). Model 5 is used to test the main effect of type of information and 
moderating effect of type of job. The model produces a chi-square value of 244.84 
(p = 0.0). A chi-square difference test shows that there was no significant difference 
in the fit between Model 4 and Model 5 (x^(8) = 1.63，N.S.). The results revealed 
that the main effect of information on the consumer's responses is not significant, as 
such; the hypotheses 1, 2 and 3b are not being supported in this study. Accordingly, 
hypothesis 6, 8 and 9 are also not supported in this study. 
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A summary of the analysis is presented in Table 3，which indicates that Model 5 is 
the best model among the five models being tested. 
Table 3 
SUMMARY OF LISREL MODEL TESTS 
Models Chi-square ^ 2 
Model ” 227.23 W 0.0 
Model 230.32 “ 150 0.0 
Model 3' 233.08 154 0.0 
Model 4 � 243.21 162 0.0 
Model 244.84 170 0.0 
Chi-square difference tests 
Model 1 a n d “伪、= 3 . 0 9 , N.S. The results indicated that the hypothesis that 
Model 2 all the V s (/ = 1，2, 3，and 4) are invariant across the three 
groups (i.e., ？ij�=A/2)) could not be rejected. 
Model 2 a n d ~ x^(4) = 2.76, N.S. The results indicated that the hypothesis that 
Model 3 all the pi's (/ = 1，2, and 3) are invariant across the three groups 
(i e., pi�=(3尸))could not be rejected. 
Model 3 and = 10.13, N.S. The result indicated that there is no 
Model 4 significant interaction effect. 
~~Model 4 a n d = 1.63, N.S. The results indicated that there is no 
Model 5 [significant main effect. 
^No Restriction between groups 
'Same as Model 1, except = V')，i 二 1, 2，3，4’ 5，6，7, 8’ 9, 10’ and 11. 
'Same as Model 2, except pi�=ft⑷， / = 1, 2, 3, and 4 
'Same as Model 3，except y^^ = i^ i⑷，/ = 1，2，3，4，5, 6’ 7, and 8 
'Same as Model 4, except 丫,。）= 0,i=\,2, 3，4，5, 6’ 7’ and 8. 
4.3.3. The Modified Conceptual Model 
Although no significant effect of information on the consumer's responses is found 
in this study, however, it is still logical to expect that type of jobs would have an 
impact on the consumer's responses. It is because consumers' attitude towards an 
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attitude object would depend on situations. Therefore, a modified conceptual model 
is proposed and the results of the modification are discussed in the following 
sections. In the modified conceptual model, type of jobs is expected to affect the 
responses of the consumers towards service performed by disabled employees in 
such a way that when the disabled people are performing core service, consumers 
would have more negative responses than when the disabled people are performing a 
supplementary service. 
While the core service responds to the customer's need for a basic benefit, 
supplementary services are those that facilitate and enhance the use of the core 
service (Lovelock, 1991). Thus, customers are expected to place a higher importance 
on the core service than on supplementary service. As mentioned in the Chapter 2, 
perceived risk have two components: importance component and uncertainty 
component (Refer to Chapter 2). It is expected that consumers would perceive a 
higher risk in core service since the outcome quality of the core service is of a higher 
importance than that of the supplementary services, i.e. it has a large amount at stake. 
On the other hand, the perceived risk involved in a supplementary service is 
considered relatively less important. Please refer to Figure 5 for the modified 



























































































































































































































4.3.4. Structural Equation Model Results 
The modified structural equation model as shown in the Figure 5 tests the effects of 
type of jobs performed (core service versus supplementary service) on the consumer 
responses on the service performed by disabled people. This model produced a 
chi-square value of 101.28 (df = 54，p = 0.0). Since chi-square test can only be used 
as a guideline instead of an absolute index of fit (Bagozzi, 1981), the other fit 
indices including GFI (Joreskog and Sorbom, 1989), NFI (Rentier and Bonett, 1980) 
CFI (Bentler, 1990),and IFI (Bollen, 1989) have to be considered, as the fit for these 
indexes exceed the threshold of 0.90 in this study, the structural model can be 
considered as adequate. For the modified structural equation model, the fit indexes 
are as follows: 
Table 4: Indexes of Fit of the modified structural equation model 
Goodness of Fit Index (GFI) |0-92 
Comparative Fit Index (CFI) 0.99 
Normed Fit Index (NFI) ^ 
Incremental Fit Index (IFI) |o.99 
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The indicator coefficients (i.e., standardized factor loadings), reliablities，and 
proportion-of-variance-extracted indices are shown below in Table 5. 
Table 5: Measurement model results of the modified structural equation model 
Constructs and Indicators Reliabilities: Standardized Proportion of 
factor loadings variance extracted* 
Expected outcome quality 并 0.87/0.82 0.98 
^ 0.98 0.99 一 
X2 — 0.98 0.99 “ 
X3 ~ ^ 0.99 
Positive feelings ^ Q.76/0.7"3~ 0.97 一 
n 0.98 — 0.99 
F2 — 0.97 0.98 “ 
F3 一 0.97 0.98 — 
F4 “ ^ 0.99 
Attitude ‘ 0.92/0.90 ~ 0.99 “ 
A1 — 0.99 0.99 
A2 — 0.99 0.99 
Intention — ^ 0.92/0.86 0.99 
11 0.99 0.99 
12 0.98 0.99 一 
Note: 
XI: I think the quality of the service performed by the disabled employees at the hair salon would be good. 
X2: 1 think the quality of the service performed by the disabled employees at the hair salon would be acceptable. 
X3: 1 think the quality of the service performed by the disabled employees at the hair salon would be satisfactory. 
Fl： In terms of my feelings toward receiving service from disabled employees; I feel (Not happy at all - Extremely happy) 
F2: In terms of my feelings toward receiving service from disabled employees; I feel (Not comfortable at all — Extremely 
comfortable) 
F3: In terms of my feelings toward receiving service from disabled employees; 1 feel (Not optimistic at all - Extremely 
optimistic) 
F4: In terms of my feelings toward receiving service from disabled employees; I feel (Not warm-hearted at all - Extremely 
warm-hearted) 
A l : My overall attitude toward using the service at this hair salon is very positive. 
A2: My overall feeling toward using the service at this hair salon is very favorable. 
11; i n need to have my haircut, I think 1 will use the service provided by this hair salon. 
12: If 1 need to have my haircut, I intend to use the service provided by this hair salon. 
"The first figure refers to the core service group while the second figure refers to the supplementary service group 
Sum of squared standardized loadings 
Variance extracted Sum of squared standardized loadings + sum of indicator measurement error 
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The indicator coefficients were generally high (ranging from 0.98 to 0.99) and 
statistically significant. Reliability levels for the constructs were all moderately high 
as all of them exceed the threshold, which is, 0.70 suggested by Nunnally (1978). In 
addition, the proportion-of-variance-extracted indices, which indicates the amount of 
variance captured by a construct in relation to the amount of variance due to 
measurement error (Hair Jr., 1998), illustrated that all the constructs had high 
validities (ranging from 0.97 to 0.99). Since all the indices exceeded the minimal 
standard of 0.50，it is indicated that the variance captured by the construct exceeds 
the variance due to measurement error. According to the results, there are high and 
statistically significant indicator coefficients, moderately high reliabilities, and high 
validities; therefore, this measurement model can be considered as acceptable. 
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The results of the MANOVA by structural equation modeling analysis confirmed 
that the effects of type of jobs performed by disabled people on consumer responses 
as significant. A summary of the analysis is presented in Table 6，which shows the 
parameter estimates of the modified structural equation model. 
Table 6 
PARAMETER ESTIMATES FOR MODEL 
Parameters 
…） 1.19(67.44) 
一 1.13 (68.68) 
L/n) — 1.00 
— 0.96 (57.76) 
X6(n) 一 1.00 (58.83) 
； 一 1.10 (59.87) 
入8(") 一 1.00 一 
0.95 (94.25) 
A4o(n) — 1.00 一 
A4!(n) 0.97 (75.02) 
^ 0.51 (5.04) 
P2(n) 0.39 (3.68) 
^ 0.95 (6.28) 
p/n) 一 0.91 (15.52) 
一 -0.27 (-2.06) 
；2") -0.18 (-1.56) . 
73") 0.02 (0.17) • 
74") 0.01 (0.07) 
Note: LISREL estimates, with /-values of the estimates in parentheses. Estimates 
without /-values are fixed parameters. 
The parameter estimates (Table 6) reveal that the type of jobs has an impact on both 
expected outcome quality and the intention to receive service performed by disabled 
people. It is shown that consumers would have a lower expected outcome quality 
when the disabled people performed core service than when the disabled people 
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performed supplementary services. Similarly, according to the results obtained, 
while disabled people perform core service, consumers would have a more negative 
intention to use such service than when the disabled people perform supplementary 
service. 
As proposed in hypotheses 4 and 5 that expected outcome quality and positive 
feelings towards service performed by disabled people were found to have 
significant positive impact on attitude towards service performed by disabled people. 
In table 6, pi and p3 represent the causal paths from the two dependent variables, 
namely expected outcome quality and positive feelings to attitude towards using the 
service respectively. Hypotheses 4 and 5 were supported in this study as the t-values 
indicate the significance of the parameters estimated. In addition, from what the 
parameter estimates reveal concerning the impact of expected outcome quality and 
positive feelings, positive feelings is found to have a higher impact than expected 
outcome quality on the attitude towards service performed by disabled people. 
Besides, it is found in this study that type of jobs would also have a small magnitude 
of direct impact on the consumers' attitude towards service performed by disabled 
people. 
Likewise, as proposed in hypothesis 7, the attitude towards service performed by the 
disabled is found to have a significant impact on the people's intention to use such 
service. 
In addition, as proposed in hypothesis 3a, it is found that expected outcome quality 
has a positive relationship with the positive feelings towards the service performed 
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by disabled. The parameters estimates (Table 6) shows that expected outcome 
quality have a positive impact on the favorable feelings towards the service as p2� 
which represent the causal relations between expected outcome quality and positive 
feelings towards the service, have supported the positive relationship in question. 
4.4. Discussion 
According to the findings shown in the previous sections, there are some areas for 
discussion regarding the magnitude of coefficients, unanticipated findings and 
unsupported hypotheses. As it have been hypothesized, both positive feelings and 
expected outcome quality would have a positive relationship with the attitude 
towards the service. However, this two factors have different levels of influence on 
the attitude, results showed that positive feelings have a relatively higher impact on 
the attitude while compared with expected outcome quality, the reason might be that 
people's attitude towards the service performed by disabled people are very often 
highly related to their attitude towards disabled people. In the modem society, 
people are educated to have sympathy towards the minority group such as disabled 
people; thus, the attitude towards the service performed by disabled would be highly 
affected by feelings or emotions towards such people. 
The unexpected direct link between the type of jobs and the intention to use the 
service performed by the disabled people is quite interesting since it is shown that 
the impact of type of job do not solely mediated via expected outcome quality and in 
turn mediated via attitude. A possible explanation might be that although people are 
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educated to have sympathy towards disabled people, however, people are reluctant 
to use the core service performed by the disabled people because of the highly 
perceived risk and thus create a direct effect on the intention to use the service. 
In the present study, the suggested main effects of information were all rejected. 
However, this result would be suggestive only rather than conclusive. It is because 
the subjects in this study may not been highly involved in the experiment and had 
not read the scenarios in details, which results in a non-significant impact of 
information. Perhaps the results might be different if the subjects are more involved 
in the experiment, therefore further investigations on the issue might be needed. In 
addition, the subjects might have perceived that the information provided by the 
companies themselves concerning the disabled employees lacking adequate 
creditability. Furthermore, since a scenario experiment is done in this study rather 
than a true laboratory experiment, the results might not be largely reflecting the 
situations since an imaginary situation is often deal with differently when compared 
to a real life situation. 
4.5. Summary 
In this chapter, the manipulation checks for experimental manipulations were first 
discussed. It is followed by the results of MANOVA analyses. Then the results of the 
structural equation models of the original conceptual model and that of the modified 
conceptual model were presented. Finally, the results were then discussed in detail in 





Four topics are discussed in this chapter: (1) summary of the research, (2) 
contributions of this study, (3) limitations of this study, and (4) future research 
directions. Research objective, conceptual model and hypotheses, research design, 
sample and sampling procedure, data collection, data analyses, and research results 
are discussed in the first section. This is followed by discussion of theoretical 
contribution and managerial implications in the second section. In the third section, 
limitation of this study is discussed. Finally, future research directions are 
recommended. 
5.1. Summary of the Research 
The objective of this study is to investigate 1) the mechanism by which consumer 
forms their attitude and intention to use the service performed by people with 
disability, 2) how different type of information improve their attitudes and intention 
towards such service under different job conditions. 
Based on the causal relations specified in the conceptual model, it was hypothesized 
in this study that information would have indirect impact on consumer's intention to 
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use the service performed by disabled people (via expected outcome quality and 
feelings and thus the attitude towards service performed by the disabled). In addition, 
it was hypothesized that type of jobs performed by the disabled (core service versus 
supplementary service) would have a moderating effect on the causal relationships 
between information and consumer responses. To be more specific, it was 
hypothesized in this study that assurance information would have a positive impact 
on the expected outcome quality and social benefits information would have a 
positive impact on the positive feelings towards using such service. The expected 
outcome quality and positive feelings would in turn influence the consumers' 
attitude towards the service performed by disabled people, which would in turn have 
a positive impact on consumers' intention to use such service. 
Results show that the manipulation in the experiment on the type of jobs was 
successful while no manipulation checks can be done on the provision of 
information. The specific relations among the constructs could be referred back to 
the previous chapter for details. 
5.2. Contributions of the Study 
5.2.1. Theoretical Contributions 
As mentioned earlier, the objective of this study is to investigate 1) the mechanism 
by which consumer forms their attitude and intention to use the service performed 
by people with disability, 2) how different type of information improve their 
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attitudes and intention towards such service under different job conditions. Although 
this study fails to find a significant relationship between provision of information 
and the responses of consumers towards the service performed by the disabled, the 
results regarding the modified model still makes a few theoretical contributions to 
the literature. 
Firstly, it addressed and empirically tested the mechanism by which consumer forms 
their attitude and intention towards using the service performed by people with 
disability. Although researchers and social workers have long paid attention towards 
the difficulties involved in the employment of the disabled people. They are mostly 
qualitative in nature and they had focused their efforts on the employer's perception 
of the disabled people rather than the responses of the customers towards such 
service, which would be the concern of the companies that make the recruitment 
decision. The findings of this study illustrated in the mechanism by which consumer 
forms their attitude towards the service performed by people with disability, both 
cognitive and affective responses of the consumers attributed their attitude towards 
service performed by the disabled while the affective responses have a relatively 
larger impact than that of the cognitive responses. Explanations might be rested on 
the strong interconnection of the affective component of the attitude towards the 
service performed by disabled people to the empathetic attitude towards disabled 
people in their attitude cluster. In the modem society, people are generally educated 
to be empathetic to the disabled people, therefore, when they are told that the 
disabled people would be employed to perform some services for them, affective 
responses would be triggered more easily when they have a strong empathetic 
feelings towards the disabled. 
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Secondly, it is found in this study that there is an unanticipated direct influence of 
type of jobs (core service versus supplementary service) on the expected outcome 
quality and the attitude and intention to use the service performed by disabled people, 
which is interesting to look into details in the future. 
Although the role of information on the consumer's responses was not found to be 
significant in this study, which is contradictory to what Andreason (1965) have 
suggested that direct or indirect exposure to various kind of information is the 
dominant determinant of change of a particular attitude, it is still believed that 
information may be used as an attempt to change the consumer's responses towards 
service performed by the disabled. Further investigation and examination might be 
needed for confirmation. 
5.2.2. Managerial Implications 
As mentioned in Chapter 1，the socially responsible companies may want to employ 
more disabled people as their employees, however, they may also worry about the 
negative responses from their consumers due to the use of the disabled people. 
Findings show that the affective responses of the consumers towards the service 
performed by disabled people play a larger role than their cognitive responses in 
affecting the attitude of the consumers in question. Thus, this paper provides 
tentative guidelines for the companies promotional strategies, it is suggested that the 
management of the companies which employ disabled people as service staff can 
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place more efforts to enhance favorable feelings towards the service performed by 
disabled via advertisements or any other information channels. 
As mentioned before, the favorable feelings towards the service performed by 
disabled people might be highly related to consumers' feelings towards the disabled 
people, therefore, the government should also place more efforts on enhancing 
positive feelings towards disabled, for example, using the emotional appeal 
approaches in their public education schemes. 
In addition, the findings also showed that people would perceive the outcome quality 
of the work performed by the disabled to be lower when the disabled are performing 
core service than when performing supplementary service. Similarly, they would 
have a lower intention to use the service when the disabled people are performing 
core service than when performing supplementary service. Therefore, the 
management may have to consider this factor in their recruitment processes, since 
consumers are expected to have more favorable responses when the disabled people 
are performing supplementary services, it is suggested that the management would 
better employ the disabled to perform supplementary work. Although this strategy 
sounds contradictory to an equal opportunity strategy, however, since consumer's 
attitude would change over time according to their experience gained from repeated 
purchases, thus, the company can switch their employees from performing 
supplementary service to core service after the management believes that their 
consumers gained sufficient confidence on their disabled employees and perceived a 
higher outcome quality of the service performed by their disabled employees. 
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5.3. Limitations of This Study 
The sample used in this study is mainly consisting of students; it can be regarded as 
one of the limitations of this study. Although it is reasonable to use student samples 
when investigating the impact of information on the consumers' attitude towards the 
service performed by the disabled people on an exploratory sense, it is not clear 
whether findings from a sample of only one segment of the population can be 
reasonably generalized into the whole population, especially when the university 
students, as mentioned before, are generally more educated then an average 
individual of the general public tends to be more socially aware and may response to 
the questionnaire in a way different from the general public. Although it is suggested 
that this effect would be cancelled out through randomization of treatments, it is 
suggested that this study need to test other segments in the future. 
While considering the sampling procedure, due to the unavailability of a complete 
student list in the university, the random sampling method is not feasible in this 
study, and convenient sampling instead of a random sampling have to be adopted in 
this study which would be another limitation of this study, as it results in the 
inability to calculate the sampling error. 
As mentioned before, a scenario experiment instead of a laboratory experiment is 
conducted in this study due to practical difficulties involved. However, the subjects 
may respond differently in an imaginary situation from a real life situation, thus, it 
might results in some response errors. 
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5.4. Future Research Directions 
As mentioned before, the use of the student sample is one of the limitations of this 
study. Thus, generalization of model and the relationships among constructs 
proposed would be improved if the study can be repeated using public samples. The 
findings can be further validated by repeating the study using other segments of the 
populations. In addition, other kinds of service performed by the disabled people, 
other than hair stylist and hair washer, can be selected in future studies in order to 
obtain a more comprehensive view of how consumers respond to different kind of 
services performed by disabled people. 
Although information is found to have no significant impact in the model, it is still a 
bit too early to come to a concrete conclusion since it is possible that the subjects in 
this study do not have enough involvement during the experiment and they may 
have read scenarios of the questionnaire without adequate care. For example, the 
subjects may have only read the information at a mere glance and without looking it 
into sufficient detail. Thus, in the future study, appropriate visual aids can be 
adopted in order to lead the subjects to be more involved in the study and enhance 
them to imagine the scenario situation to be a realistic one. 
In addition, it is generally agreed that different sources of information would have 
different degree of credibility, (i.e. the words of opinion leaders would have a 
stronger impact than the words from the marketers). In the settings of this study, the 
information is provided by the marketers themselves in the form of information on 
their company's newsletter. Consumers may regard such information as of low 
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creditability, for example, even when the marketers assure that the disabled people 
would get sufficient training and support, and their work ability is not lower than 
their normal counterparts, consumers may view these information as having low 
reliability and thus not affecting their expected outcome quality. Thus, in the future 
study, the information source in the scenario can be set to be from a source with 
higher credibility than that of the marketers themselves, (i.e. information source 
independent of the marketers) 
Furthermore, some subjects have revealed during the main study that they would 
have different attitudes towards the service performed by the disabled depending on 
the type of disability in question, as expressing their concern, they addressed that 
they would perceive a higher risk in receiving service from the mentally ill people 
while compared with receiving service from the physically disabled people. 
Apparently, there is a need for researchers to account for the different categories of 
disability when they design and implement further researches. 
5.5. Summary 
This chapter presented the summary of this study. Four topics were discussed in this 
chapter: summary of the research, contributions of this study, limitation of this study, 
and future research direction. Specifically, short summary of research objective, 
conceptual model and hypotheses, research design, sample and sampling procedure, 
data collection, data analyses, and research results was presented in the first section. 
This was followed by the discussion of theoretical contributions and managerial 
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implications in the second section. Limitations of this study were identified and 
discussed in the third section. Finally, future research directions were discussed in 
the fourth section. 
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Survey on Attitude toward Disabled Service Employees 
Objective: As you may know, many service firms are considering using more disabled people in their work force. By 
definition, disabled people referred to people who are physically or mentally handicapped (including 
ex-mentally ill people) but still eligible to work according to government regulation. The objective of this study is 
to understand your perception and attitude toward disabled service employees and their performance. The data 
collected for this study will be treated in the most professional manner and will be used for academic purpose only. 
You may not have any experience in receiving service from a disabled service employee. But please answer the 
questions according to how you feel about them. Please also keep in mind that there is no right or wrong answer. Your 
true feelings and opinions about disabled service employees and their performance are what we are interested in. 
Instruction: If you feel that your answer is very closely related to one end of the scale (i.e., strongly agree or 
strongly disagree), you should place your check mark as follow: 
Strongly disagree |_X_| | | | | | | Strongly agree 
or 
Strongly disagree | 一 | 一 | 一 | 一 | 一 | 一 | _ X _ | Strongly agree 
If you feel that your answer is quite closely related to one end of the scale (i.e., strongly agree or strongly 
disagree), you should place your check mark as follow: 
Strongly disagree | 一 | _ X _ | 一 | 一 | 一 | 一 | 一 | Strongly agree 
or 
Strongly disagree | 一 | 一 | 一 | 一 | 一 | _ X � 一 | Strongly agree 
If you feel that your answer is only slightly related to one end of the scale (i.e., strongly agree or strongly 
disagree), you should place your check mark as follow: 
Strongly disagree | _ | _ _ | _ X _ | | _ _ | _ _ | — — | Strongly agree 
or 
Strongly disagree | 一 | 一 | 一 | 一 | _ X _ | 一 | 一 | Strongly agree 
If you feel that your answer is neutral (i.e., neither agree nor strongly disagree). You should place your check 
mark as follow: 
Strongly disagree | _ _ | 一 | _ _ | _ X _ | _ _ | _ | _ _ | Strongly agree 
IMPORTANT: Please make each scale a separate and independent judgment. Work at fairly high speed 
through this questionnaire. Do not worry or puzzle over individual scales. It is your first impressions, the 
immediate feelings about the scales that we want. On the other hand, please do not be careless, because we 
want your true impressions. 
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Please think about your favorite hair salon, the one that you visit frequently. Assume 
that you go to get your hair cut at the hair salon without making appointment in 
advance. Also assumed that you will be served by the hair stylist that is available at 
the time you arrive. You need to get your hair wash and hair cut (洗剪吹)and you 
have just learned before you go the hair salon that the salon has just employed some 
disabled people to be the hair stylist (髮型師).By definition, disabled people referred 
to people who are physically or mentally handicapped but still eligible to work. It is 
likely that you will be served by a disabled hair stylist when you go to get your hair 
cut. 
In the meantime, you get a newsletter from the salon regarding their decision to 
employ more disabled service employees. Here is part of the message: 
We would like to assure you that our new disabled employees 
get adequate training and support from our company to perform 
their jobs well. In fact, our experience with disabled employees 
show that they generally perform as good as or even better than 
normal employees 
Please state your agreement or disagreement with the following statements. Please 
keep in mind that there is no right or wrong answer. Just state your agreement or 
disagreement according to how you truly feel about the statements. 
1. I think the quality of the service performed by the disabled employees at the hair 
salon would be good. 
Strongly disagree | | | | | | | | Strongly agree 
2. I think the quality of the service performed by the disabled employees at the hair 
salon would be acceptable. 
Strongly disagree | | | | | | | | Strongly agree 
3. I think the quality of the service performed by the disabled employees at the hair 
salon would be satisfactory. 
Strongly disagree | | | | | | | | Strongly agree 
4. In terms of my feelings toward receiving service from disabled employees; I feel 
Not happy at all | | | | | | | | Extremely happy 
Not comfortable at all | | | | | | | | Extremely comfortable 
Not optimistic at all | | | | | | | | Extremely optimistic 
Not warm-hearted at all | | j | | | | | Extremely warm-hearted 
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5. My overall attitude toward using the service at this hair salon is very positive. 
Strongly disagree | — | — | — | — | 一 | — | — | Strongly agree 
6. My overall feeling toward using the service at this hair salon is very favorable. 
Strongly disagree | — | — | — | 一 | | — | | Strongly agree 
7. If I need to have my haircut, I think I will use the service provided by this hair 
salon. 
Strongly disagree | — | | — | 一 | | 丨 | Strongly agree 
8. If I need to have my haircut, I intend to use the service provided by this hair 
salon. 
Strongly disagree | | | | | | | | Strongly agree 
9. For me, the importance of hair cut part (剪髮）to the overall quality of the 
service (洗剪吹）is: 
Not important at all | | | | | | | | Extremely important 
10. For me, the importance of hair wash part (洗頭髮）to the overall quality of the 
service (洗剪吹）is: 
Not important at all | | | | | | | | Extremely important 
11. I would consider the hair cut part (剪髮）as the: 
口 core 
口 supplementary 
element of the overall service (please check one of the two boxes) 
12. I would consider the hair wash part (洗頭髮）as the: 
口 core 
口 supplementary 
element of the overall service (please check one of the two boxes) 
Please provide us with some information about yourself in the next section. 
Sex: Educational Level: 
口 Male 口 Female 口 Primary School 
口 Undergraduate Level 
Age: 口 Secondary School 
口 Below 15 口 Postgraduate Level 
• 1 5 - 2 0 
口 2 1 - 2 5 Frequency of visiting hair salon: 
口 26 - 35 times per year. 
口 36-45 
• � 4 6 
Thank you very much for your kind cooperation! 
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Questionnaire 
Survey on Attitude toward Disabled Service Employees 
Objective: As you may know, many service firms are considering using more disabled people in their work force. By 
definition, disabled people referred to people who are physically or mentally handicapped (including 
ex-mentally ill people) but still eligible to work according to government regulation. The objective of this study is 
to understand your perception and attitude toward disabled service employees and their performance. The data 
collected for this study will be treated in the most professional manner and will be used for academic purpose only. 
You may not have any experience in receiving service from a disabled service employee. But please answer the 
questions according to how you feel about them. Please also keep in mind that there is no right or wrong answer. Your 
true feelings and opinions about disabled service employees and their performance are what we are interested in. 
Instruction: If you feel that your answer is very closely related to one end of the scale (i.e., strongly agree or 
strongly disagree), you should place your check mark as follow: 
Strongly disagree |_X_| | | | | | | Strongly agree 
or 
Strongly disagree | | | | | 丨 |_X_| Strongly agree 
If you feel that your answer is quite closely related to one end of the scale (i.e., strongly agree or strongly 
disagree), you should place your check mark as follow: 
Strongly disagree | |_X_| | | | | | Strongly agree 
or 
Strongly disagree | | | | | |_X_| | Strongly agree 
If you feel that your answer is only slightly related to one end of the scale (i.e., strongly agree or strongly 
disagree), you should place your check mark as follow: 
Strongly disagree | | |一X� | | | | Strongly agree 
or 
Strongly disagree | | | | |_X_| | | Strongly agree 
If you feel that your answer is neutral (i.e., neither agree nor strongly disagree). You should place your check 
mark as follow: 
Strongly disagree | | | |_X_| | | | Strongly agree 
IMPORTANT: Please make each scale a separate and independent judgment. Work at fairly high speed 
through this questionnaire. Do not worry or puzzle over individual scales. It is your first impressions, the 
immediate feelings about the scales that we want. On the other hand, please do not be careless, because we 
want your true impressions. 
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Please think about your favorite hair salon, the one that you visit frequently. Assume 
that normally you go to get your hair cut at the hair salon without making 
appointment in advance. Also assumed that you will be served by the hair stylist that 
is available at the time you arrive. You need to get your hair cut (洗剪吹)，and you 
have just learned before you go the salon that the salon has just employed some 
disabled people to be the hair washer (洗頭的員工).By definition, disabled people 
referred to people who are physically or mentally handicapped (including 
ex-mentally ill people) but still eligible to work according to government regulation. 
It is likely that you will be served by a disabled hair washer (洗頭的員工）when 
you go to get your hair cut. 
In the meantime, you get a newsletter from the salon regarding their decision to 
employ more disabled service employees. Here is part of the message: 
We would like to assure you that our new disabled employees 
get adequate training and support from our company to perform 
their jobs well. In fact, our experience with disabled employees show 
that they generally perforin as good as or even better than normal 
employees 
Please state your agreement or disagreement with the following statements. Please 
keep in mind that there is no right or wrong answer. Just state your agreement or 
disagreement according to how you truly feel about the statements. 
1. I think the quality of the service performed by the disabled employees at the hair 
salon would be good. 
Strongly disagree | — | — | — | — | — | — | — | Strongly agree 
2. I think the quality of the service performed by the disabled employees at the hair 
salon would be acceptable. 
Strongly disagree | 一 | — | — | — | 一 | — | — | Strongly agree 
3. I think the quality of the service performed by the disabled employees at the hair 
salon would be satisfactory. 
Strongly disagree | — | | | | | | | Strongly agree 
4. In terms of my feelings toward receiving service from disabled employees; I feel 
Not happy at all | _ _ | _ _ | _ | _ _ | _ _ | 一 | _ _ | Extremely happy 
Not comfortable at all | _ _ | — | — | _ _ | _ _ 1 _ _ | _ _ | Extremely comfortable 
Not optimistic at all j j j j | | | | Extremely optimistic 
Not warm-hearted at all j j | j j | j j Extremely warm-hearted 
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5. My overall attitude toward using the service at this hair salon is very positive. 
Strongly disagree | — | — | — | — | 一 | — | — | Strongly agree 
6. My overall feeling toward using the service at this hair salon is very favorable. 
Strongly disagree | | | | | | | | Strongly agree 
7. If I need to have my haircut, I think I will use the service provided by this hair 
salon. 
Strongly disagree | | | | | | | | Strongly agree 
8. If I need to have my haircut, I intend to use the service provided by this hair 
salon. 
Strongly disagree | | | | | | | | Strongly agree 
9. For me, the importance of hair cut part (剪髮）to the overall quality of the 
service (洗剪吹）is: 
Not important at all | | | | | | | | Extremely important 
10. For me, the importance of hair wash part (洗頭髮）to the overall quality of the 
service (洗剪吹）is: 
Not important at all | | | | | | | | Extremely important 
11. I would consider the hair cut part (剪髮）as the: 
口 core 
口 supplementary 
element of the overall service (please check one of the two boxes) 
12. I would consider the hair wash part (洗頭髮）as the: 
口 core 
口 supplementary 
element of the overall service (please check one of the two boxes) 
Please provide us with some information about yourself in the next section. 
Sex: Educational Level: 
口 Male • Female 口 Primary School 
口 Undergraduate Level 
Age: • Secondary School 
口 Below 15 口 Postgraduate Level 
• 15 -20 
• 21 - 25 Frequency of visiting hair salon: 
口 26 - 35 times per year. 
口 36-45 
口 〉46 
Thank you very much for your kind cooperation! 
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Questionnaire 
Survey on Attitude toward Disabled Service Employees 
Objective: As you may know, many service firms are considering using more disabled people in their work force. By 
definition, disabled people referred to people who are physically or mentally handicapped (including 
ex-mentally ill people) but still eligible to work according to government regulation. The objective of this study is 
to understand your perception and attitude toward disabled service employees and their performance. The data 
collected for this study will be treated in the most professional manner and will be used for academic purpose only. 
You may not have any experience in receiving service from a disabled service employee. But please answer the 
questions according to how you feel about them. Please also keep in mind that there is no right or wrong answer. Your 
true feelings and opinions about disabled service employees and their performance are what we are interested in. 
Instruction: If you feel that your answer is very closely related to one end of the scale (i.e., strongly agree or 
strongly disagree), you should place your check mark as follow: 
Strongly disagree |_X_| | | | | | | Strongly agree 
or 
Strongly disagree | | | | | | 丨—X�Strongly agree 
If you feel that your answer is quite closely related to one end of the scale (i.e., strongly agree or strongly 
disagree), you should place your check mark as follow: 
Strongly disagree | |_X_| | | | | | Strongly agree 
or 
Strongly disagree | | | | | l—X� | Strongly agree 
If you feel that your answer is only slightly related to one end of the scale (i.e., strongly agree or strongly 
disagree), you should place your check mark as follow: 
Strongly disagree | | |_X_| | 丨 | ] Strongly agree 
or 
Strongly disagree | | | | |_X_| | | Strongly agree 
If you feel that your answer is neutral (i.e., neither agree nor strongly disagree). You should place your check 
mark as follow: 
Strongly disagree | | | |—X� | | | Strongly agree 
IMPORTANT: Please make each scale a separate and independent judgment. Work at fairly high speed 
through this questionnaire. Do not worry or puzzle over individual scales. It is your first impressions, the 
immediate feelings about the scales that we want. On the other hand, please do not be careless, because we 
want your true impressions. 
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Please think about your favorite hair salon, the one that you visit frequently. Assume 
that you go to get your hair cut at the hair salon without making appointment in 
advance. Also assumed that you will be served by the hair stylist that is available at 
the time you arrive. You need to get your hair wash and hair cut (洗剪吹）and you 
have just learned before you go the hair salon that the salon has just employed some 
disabled people to be the hair stylist (髮型SP). By definition, disabled people referred 
to people who are physically or mentally handicapped but still eligible to work. It is 
likely that you will be served by a disabled hair stylist when you go to get your 
hair cut. 
In the meantime, you get a newsletter from the salon regarding their decision to 
employ more disabled service employees. Here is part of the message: 
As a socially concerned company, we want to provide an 
employment opportunity that will benefit both individual disabled 
people as well as the society as a whole. Please join us in supporting 
disabled people by giving them an opportunity they deserve 
Please state your agreement or disagreement with the following statements. Please 
keep in mind that there is no right or wrong answer. Just state your agreement or 
disagreement according to how you truly feel about the statements. 
1. I think the quality of the service performed by the disabled employees at the hair 
salon would be good. 
Strongly disagree | __ | | | | | | | Strongly agree 
2. I think the quality of the service performed by the disabled employees at the hair 
salon would be acceptable. 
Strongly disagree | | | | | | | | Strongly agree 
3. I think the quality of the service performed by the disabled employees at the hair 
salon would be satisfactory. 
Strongly disagree | | | | | | | | Strongly agree 
4. In terms of my feelings toward receiving service from disabled employees; I feel 
Not happy at all | | | | | | | | Extremely happy 
Not comfortable at all | | | | | | | | Extremely comfortable 
Not optimistic at all | | | | | | | | Extremely optimistic 
Not warm-hearted at all | | | | | | | | Extremely warm-hearted 
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5. My overall attitude toward using the service at this hair salon is very positive. 
Strongly disagree | — | — | — | — | 一 | — | — | Strongly agree 
6. My overall feeling toward using the service at this hair salon is very favorable. 
Strongly disagree | | | | | | | | Strongly agree 
7. If I need to have my haircut, I think I will use the service provided by this hair 
salon. 
Strongly disagree | | | | | | | | Strongly agree 
8. If I need to have my haircut, I intend to use the service provided by this hair 
salon. 
Strongly disagree | | | | | | | | Strongly agree 
9. For me, the importance of hair cut part (剪髮）to the overall quality of the 
service (洗剪吹）is: 
Not important at all | | | | | | | | Extremely important 
10. For me, the importance of hair wash part (洗頭髮）to the overall quality of the 
service (洗剪吹）is: 
Not important at all | | | | | | | | Extremely important 
11. I would consider the hair cut part (剪髮）as the: 
口 core 
口 supplementary 
element of the overall service (please check one of the two boxes) 
12. I would consider the hair wash part (洗頭髮)as the: 
口 core 
口 supplementary 
element of the overall service (please check one of the two boxes) 
Please provide us with some information about yourself in the next section. 
Sex: Educational Level: 
口 Male 口 Female 口 Primary School 
口 Undergraduate Level 
Age: 口 Secondary School 
口 Below 15 口 Postgraduate Level 
• 1 5 - 2 0 
口 21 - 25 Frequency of visiting hair salon: 
口 26 - 35 times per year. 
口 36-45 
• >4 6 
Thank you very much for your kind cooperation! 
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Questionnaire 
Survey on Attitude toward Disabled Service Employees 
Objective: As you may know, many service firms are considering using more disabled people in their work force. By 
definition, disabled people referred to people who are physically or mentally handicapped (including 
ex-mentally ill people) but still eligible to work according to government regulation. The objective of this study is 
to understand your perception and attitude toward disabled service employees and their performance. The data 
collected for this study will be treated in the most professional manner and will be used for academic purpose only. 
You may not have any experience in receiving service from a disabled service employee. But please answer the 
questions according to how you feel about them. Please also keep in mind that there is no right or wrong answer. Your 
true feelings and opinions about disabled service employees and their performance are what we are interested in. 
Instruction: If you feel that your answer is very closely related to one end of the scale (i.e., strongly agree or 
strongly disagree), you should place your check mark as follow: 
Strongly disagree |_X_| | | | | | | Strongly agree 
or 
Strongly disagree | | | | | | |_X_| Strongly agree 
If you feel that your answer is quite closely related to one end of the scale (i.e., strongly agree or strongly 
disagree), you should place your check mark as follow: 
Strongly disagree | |_X_| | | | | | Strongly agree 
or 
Strongly disagree | | | | | |_X_| | Strongly agree 
If you feel that your answer is only slightly related to one end of the scale (i.e., strongly agree or strongly 
disagree), you should place your check mark as follow: 
Strongly disagree | | |_X_| | | | | Strongly agree 
or 
Strongly disagree | | | | |_X_| | | Strongly agree 
If you feel that your answer is neutral (i.e., neither agree nor strongly disagree). You should place your check 
mark as follow: 
Strongly disagree | | | |_X_| | | | Strongly agree 
IMPORTANT: Please make each scale a separate and independent judgment. Work at fairly high speed 
through this questionnaire. Do not worry or puzzle over individual scales. It is your first impressions, the 
immediate feelings about the scales that we want. On the other hand, please do not be careless, because we 
want your true impressions. 
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Please think about your favorite hair salon, the one that you visit frequently. Assume 
that you go to get your hair cut at the hair salon without making appointment in 
advance. Also assumed that you will be served by the hair stylist that is available at 
the time you arrive. You need to get your hair wash and hair cut (洗剪吹)’ and you 
have just learned before you go the salon that the salon has just employed some 
disabled people to be the hair washer (洗頭的員工).By definition, disabled people 
referred to people who are physically or mentally handicapped but still eligible to 
work. It is likely that you will be served by a disabled hair washer when you go to 
get your hair cut. 
In the meantime, you get a newsletter from the salon regarding their decision to 
employ more disabled service employees. Here is part of the message: 
As a socially concerned company, we want to provide an 
employment opportunity that will benefit both individual disabled 
people as well as the society as a whole. Please join us in supporting 
disabled people by giving them an opportunity they deserve 
Please state your agreement or disagreement with the following statements. Please 
keep in mind that there is no right or wrong answer. Just state your agreement or 
disagreement according to how you truly feel about the statements. 
1. I think the quality of the service performed by the disabled employees at the hair 
salon would be good. 
Strongly disagree | — | — | | | — | | | Strongly agree 
2. I think the quality of the service performed by the disabled employees at the hair 
salon would be acceptable. 
Strongly disagree | __ | | | | | | | Strongly agree 
3. I think the quality of the service performed by the disabled employees at the hair 
salon would be satisfactory. 
Strongly disagree | __ | | | | | | | Strongly agree 
4. In terms of my feelings toward receiving service from disabled employees; I feel 
Not happy at all | | | | | | | | Extremely happy 
Not comfortable at all j j j | | | | | Extremely comfortable 
Not optimistic at all | | | | | | | | Extremely optimistic 
Not warm-hearted at all | | | | | | | | Extremely warm-hearted 
« 
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5. My overall attitude toward using the service at this hair salon is very positive. 
Strongly disagree | — | — | — | — | 一 | — | — | Strongly agree 
6. My overall feeling toward using the service at this hair salon is very favorable. 
Strongly disagree | | | | | | | | Strongly agree 
7. If I need to have my haircut, I think I will use the service provided by this hair 
salon. 
Strongly disagree | | | | | | | | Strongly agree 
8. If I need to have my haircut, I intend to use the service provided by this hair 
salon. 
Strongly disagree | | | | | | | | Strongly agree 
9. For me, the importance of hair cut part (剪髮）to the overall quality of the 
service (洗剪吹）is: 
Not important at all | | | | | | | | Extremely important 
10. For me, the importance of hair wash part (�冼頭髮）to he overall quality of the 
service (洗剪吹）is: 
Not important at all | | | | | | | | Extremely important 
11. I would consider the hair cut part (剪髮）as the: 
口 core 
口 supplementary 
element of the overall service (please check one of the two boxes) 
12. I would consider the hair wash part (洗頭髮)as the: 
口 core 
口 supplementary 
element of the overall service (please check one of the two boxes) 
Please provide us with some information about yourself in the next section. 
Sex: Educational Level: 
口 Male 口 Female 口 Primary School 
口 Undergraduate Level 
Age: 口 Secondary School 
口 Below 15 口 Postgraduate Level 
• 15 -20 
口 2 1 - 2 5 Frequency of visiting hair salon: 
口 26 - 35 times per year. 
口 36-45 
• >46 
Thank you very much for your kind cooperation! 
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Questionnaire 
Survey on Attitude toward Disabled Service Employees 
Objective: As you may know, many service firms are considering using more disabled people in their work force. By 
definition, disabled people referred to people who are physically or mentally handicapped (including 
ex-mentally ill people) but still eligible to work according to government regulation. The objective of this study is 
to understand your perception and attitude toward disabled service employees and their performance. The data 
collected for this study will be treated in the most professional manner and will be used for academic purpose only. 
You may not have any experience in receiving service from a disabled service employee. But please answer the 
questions according to how you feel about them. Please also keep in mind that there is no right or wrong answer. Your 
true feelings and opinions about disabled service employees and their performance are what we are interested in. 
Instruction: If you feel that your answer is very closely related to one end of the scale (i.e., strongly agree or 
strongly disagree), you should place your check mark as follow: 
Strongly disagree |_X_| | | | | | | Strongly agree 
or 
Strongly disagree | 一 | 一 | 一 | 一 | 一 | 一 | — X � S t r o n g l y agree 
If you feel that your answer is quite closely related to one end of the scale (i.e., strongly agree or strongly 
disagree), you should place your check mark as follow: 
Strongly disagree | 一 | _ X � 一 | 一 | 一 | 一 | 一 | Strongly agree 
or 
Strongly disagree | 一 | 一 | 一 | 一 | 一 | — X � 一 | Strongly agree 
If you feel that your answer is only slightly related to one end of the scale (i.e., strongly agree or strongly 
disagree), you should place your check mark as follow: 
Strongly disagree | | |_X_| | | | | Strongly agree 
or 
Strongly disagree | | | | |_X_| | | Strongly agree 
If you feel that your answer is neutral (i.e., neither agree nor strongly disagree). You should place your check 
mark as follow: 
Strongly disagree | | | |_X_| | | | Strongly agree 
IMPORTANT: Please make each scale a separate and independent judgment. Work at fairly high speed 
through this questionnaire. Do not worry or puzzle over individual scales. It is your first impressions, the 
immediate feelings about the scales that we want. On the other hand, please do not be careless, because we 
want your true impressions. 
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Please think about your favorite hair salon, the one that you visit frequently. Assume 
that normally you go to get your hair cut at the hair salon without making appointment 
in advance. Also assumed that you will be served by the hair stylist that is available at 
the time you arrive. You need to get your hair cut (洗剪吹）and you have just learned 
before you go the hair salon that the salon has just employed some disabled people to be 
the hair stylist (髮型6币)• By definition, disabled people referred to people who are 
physically or mentally handicapped (including ex-mentally ill people) but still eligible 
to work according to government regulation. It is likely that you will be served by a 
disabled hair stylist when you go to get your hair cut. 
Please state your agreement or disagreement with the following statements. Please 
keep in mind that there is no right or wrong answer. Just state your agreement or 
disagreement according to how you truly feel about the statements. 
1. I think the quality of the service performed by the disabled employees at the hair 
salon would be good. 
Strongly disagree | | | | | | | | Strongly agree 
2. I think the quality of the service performed by the disabled employees at the hair 
salon would be acceptable. 
Strongly disagree | | | | | | | | Strongly agree 
3. I think the quality of the service performed by the disabled employees at the hair 
salon would be satisfactory. 
Strongly disagree | | | | | | | | Strongly agree 
4. In terms of my feelings toward receiving service from disabled employees; I feel 
Not happy at all | | | | | | | | Extremely happy 
Not comfortable at all | | | | | | | | Extremely comfortable 
Not optimistic at all | | | | | | | | Extremely optimistic 
Not warm-hearted at all | | | | | | | | Extremely warm-hearted 
5. My overall attitude toward using the service at this hair salon is very positive. 
Strongly disagree | | | | | | | | Strongly agree 
6. My overall feeling toward using the service at this hair salon is very favorable. 
Strongly disagree | | | | | | | | Strongly agree 
7. If I need to have my haircut, I think I will use the service provided by this hair 
salon. 
Strongly disagree | | | | | | | | Strongly agree 
8. If I need to have my haircut, I intend to use the service provided by this hair salon. 
Strongly disagree | | | | | | | | Strongly agree 
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9. For me, the importance of hair cut part (剪髮）to the overall quality of the service 
(洗剪吹)is： 
Not important at all | | | | | | | | Extremely important 
10. For me, the importance of hair wash part (�冼頭髮）to he overall quality of the 
service (洗剪吹）is: 
Not important at all | | | | | | | | Extremely important 
11. I would consider the hair cut part (剪髮）as the: 
口 core 
口 supplementary 
element of the overall service (please check one of the two boxes) 
12. I would consider the hair wash part (洗頭髮）as the: 
口 core 
口 supplementary 
element of the overall service (please check one of the two boxes) 
Please provide us with some information about yourself in the next section. 
Sex: Educational Level: 
口 Male 口 Female 口 Primary School 
口 Undergraduate Level 
Age: 口 Secondary School 
口 Below 15 口 Postgraduate Level 
• 15 -20 
口 21 - 25 Frequency of visiting hair salon: 
口 26 - 35 times per year. 
口 36-45 
口 〉46 
Thank you very much for your kind cooperation! 
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Questionnaire 
Survey on Attitude toward Disabled Service Employees 
Objective: As you may know, many service firms are considering using more disabled people in their work force. By 
definition, disabled people referred to people who are physically or mentally handicapped (including 
ex-mentally ill people) but still eligible to work according to government regulation. The objective of this study is 
to understand your perception and attitude toward disabled service employees and their performance. The data 
collected for this study will be treated in the most professional manner and will be used for academic purpose only. 
You may not have any experience in receiving service from a disabled service employee. But please answer the 
questions according to how you feel about them. Please also keep in mind that there is no right or wrong answer. Your 
true feelings and opinions about disabled service employees and their performance are what we are interested in. 
Instruction: If you feel that your answer is very closely related to one end of the scale (i.e., strongly agree or 
strongly disagree), you should place your check mark as follow: 
Strongly disagree l—X� | | | | 丨 | Strongly agree 
or 
Strongly disagree | | | | | | |_X_| Strongly agree 
If you feel that your answer is quite closely related to one end of the scale (i.e., strongly agree or strongly 
disagree), you should place your check mark as follow: 
Strongly disagree | 一 | _ X � 一 | 一 | 一 | 一 | 一 | Strongly agree 
or 
Strongly disagree | 一 | 一 | 一 | 一 | 一 | _ X _ | 一 | Strongly agree 
If you feel that your answer is only slightly related to one end of the scale (i.e., strongly agree or strongly 
disagree), you should place your check mark as follow: 
Strongly disagree | 一 | 一 | _ X � 一 | 一 | 一 | 一 | Strongly agree 
or 
Strongly disagree | | | | | _ X � | | Strongly agree 
If you feel that your answer is neutral (i.e., neither agree nor strongly disagree). You should place your check 
mark as follow: 
Strongly disagree | | | |_X_| | | | Strongly agree 
IMPORTANT: Please make each scale a separate and independent judgment. Work at fairly high speed 
through this questionnaire. Do not worry or puzzle over individual scales. It is your first impressions, the 
immediate feelings about the scales that we want. On the other hand, please do not be careless, because we 
want your true impressions. 
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Please think about your favorite hair salon, the one that you visit frequently. Assume 
that you go to get your hair cut at the hair salon without making appointment in 
advance. Also assumed that you will be served by the hair stylist that is available at 
the time you arrive. You need to get your hair wash and hair cut (�冼剪吹)，and you 
have just learned before you go the salon that the salon has just employed some 
disabled people to be the hair washer (洗頭的員工).By definition, disabled people 
referred to people who are physically or mentally handicapped but still eligible to 
work. It is likely that you will be served by a disabled hair washer when you go to 
get your hair cut. 
Please state your agreement or disagreement with the following statements. Please 
keep in mind that there is no right or wrong answer. Just state your agreement or 
disagreement according to how you truly feel about the statements. 
1. I think the quality of the service performed by the disabled employees at the hair 
salon would be good. 
Strongly disagree | | | | 丨 | | | Strongly agree 
2. I think the quality of the service performed by the disabled employees at the hair 
salon would be acceptable. 
Strongly disagree | | | | | | | | Strongly agree 
3. I think the quality of the service performed by the disabled employees at the hair 
salon would be satisfactory. 
Strongly disagree | | | | | | | | Strongly agree 
4. In terms of my feelings toward receiving service from disabled employees; I feel 
Not happy at all | | | | | | | | Extremely happy 
Not comfortable at all | | j | | | | | Extremely comfortable 
Not optimistic at all | j | | j | | 1 Extremely optimistic 
Not warm-hearted at all | | | | | | | | Extremely warm-hearted 
5. My overall attitude toward using the service at this hair salon is very positive. 
Strongly disagree | | | | | | | | Strongly agree 
6. My overall feeling toward using the service at this hair salon is very favorable. 
Strongly disagree | | | 丨 | | | | Strongly agree 
7. If I need to have my haircut, I think I will use the service provided by this hair 
salon. 
Strongly disagree | | | | | | | | Strongly agree 
8. If I need to have my haircut, I intend to use the service provided by this hair 
salon. 
Strongly disagree | | | | | | 丨 | Strongly agree 
93 
9. For me, the importance of hair cut part (剪髮）to the overall quality of the 
service (洗剪吹）is: 
Not important at all | | | | | | | | Extremely important 
10. For me, the importance of hair wash part (洗頭髮）to the overall quality of the 
service (洗剪吹）is: 
Not important at all | | | | | | | | Extremely important 
11. I would consider the hair cut part (剪髮）as the: 
口 core 
口 supplementary 
element of the overall service (please check one of the two boxes) 
12. I would consider the hair wash part (洗頭髮）as the: 
口 core 
口 supplementary 
element of the overall service (please check one of the two boxes) 
Please provide us with some information about yourself in the next section. 
Sex: Educational Level: 
口 Male 口 Female 口 Primary School 
口 Undergraduate Level 
Age: 口 Secondary School 
口 Below 15 口 Postgraduate Level 
口 15-20 
口 21-25 Frequency of visiting hair salon: 
口 26 - 35 times per year. 
口 36-45 
• >46 
Thank you very much for your kind cooperation! 
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